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ABSTRACT 
 
In the last century, researchers have studied how performance management systems 
could be applied effectively to achieve both financial and non-financial performance. 
This approach was a direct response to the need for strategic measurement systems 
to measure the performance of the organisation. As a results, various approaches were 
developed. And Amatola Water Board opted to adopt the Balanced Scorecard as its 
strategic measurement system. It contains outcome measures and the performance 
drivers of outcomes, linked together in connectedness relationships, and thus aims to 
be a proactive control system. Furthermore, the balanced scorecard is developed for 
use not only as a strategic measurement system but also as a strategic control system. 
Its purpose enables the departmental and personal goals to be aligned to the 
organisational strategy. 
 
The purpose of this research study was to first examine the extent to which there is a 
connectedness relationship between strategic performance and business 
performance. Secondly, the research study examined the extent to which the strategy 
is understood by all in the organisation. Thirdly, the study also examined the extent to 
which the performance management system is consistently applied. Finally, the study 
examined the extent to which performance is recognised and rewarded. Lastly, the 
research study discusses the empirical results and suggests some improvements to 
the performance measurement and management system. 
 
The researcher chose a quantitative approach to conduct the study. The quantitative 
approach was influenced by the positivistic research paradigm. A simple random 
sampling technique was used due to its probability that each unit in the population has 
an equal chance of being included in the sample. And a questionnaire was used as a 
data collection instrument. The instrument was anchored to a five (5) point Likert scale 
The Likert scale required the respondents to indicate their level of agreement with the 
statement. The statements ranged from strongly disagree to strongly agree. And the 
data collection instrument consisted of Thirty Five (35) questions.  
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Regarding the pilot study, it was however not conducted for this research. The 
researcher acknowledged that a pilot study helps the researcher to determine how the 
questions are interpreted and understood by the respondents, but also indicated that 
it is only due to limited resources that the researcher omitted to conduct a pilot study.  
 
One Hundred and Thirty (130) questionnaires were distributed and one hundred and 
twenty seven (127) were returned achieving a response rate of ninety six (96) percent. 
And both Statistical® and SPSS® programmes were utilised for extraction of data for 
recognised reliability and validity.   
 
The research study revealed that Amatola Water has a performance measurement and 
management policy and it is being implemented. However, the study also revealed that 
communication and involvement is limited to management and lower level employees 
are not involved in the process from the beginning. The study showed evidence of lack 
of training for line management on how to properly execute and administer the 
performance measurement and management system effectively and successfully. And 
the analysis indicates lack of understanding of the contents of the shareholder’s 
compact and organisational strategy by lower level employees.  
 
Finally, the researcher made recommendations regarding the improvements in the 
implementation of the performance measurement and management system. And more 
recommendations are made regarding the participation of lower level employees in 
strategic direction and performance of the organization.     
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1. CHAPTER 1: SCOPE OF THE STUDY  
 
1.1 Introduction 
 
The subject of this research study is performance measurement and management in 
the context of service delivery. Critically, the research will seek to examine whether 
the management of performance leads to business effectiveness at Amatola Water.  
The question then becomes, is it possible to imagine management in the public sector 
without due regard to the pursuit of results and the measurement of performance? 
Nonetheless, performance management lacks a coherent treatment that explicates its 
significance, analyses its several dimensions as a working system, compares its 
application internationally, and challenges its shortcomings (Van Dooren, Bouckaert, 
& Halligan, Performance Management in the Public Sector, 2010). The purpose of this 
research is to develop a comprehensive understanding of how organisational culture 
can improve performance measurement and management as a concept and 
phenomenon in order to positively contribute to the effective growth of the 
organisation.   
 
The phenomenon of organisational culture is established as a dominant concept in 
organisational theory and other fields of organisational research (Pinho, Rodriguez, & 
Dibb, 2014). Critically, organisational culture is defined as how well an organisation 
meets or exceeds its customer requirements and the extent to which organisational 
employees “fit” within the organisation. It has been referred to as “the pattern of shared 
values and beliefs that help individuals understand organisational functioning and thus 
provide them with norms for behaviour in the organisation” (Pinho, Rodriguez, & Dibb, 
2014). Despite increased research interest in this construct, there is no clear 
agreement about the definition and measurement among researchers and 
practitioners (Pinho, Rodriguez, & Dibb, 2014).  
 
A comprehensive literature study on performance measurement and management will 
be conducted in order to determine the views of Amatola Water employees on 
performance, and on performance management programmes. The study will also 
include the investigation into the extent to which the performance management 
programmes should be aligned with organisational and individual goals. 
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1.2 The Aim of the Study 
 
The impetus for this study is a recent strike action which was organised by the trade 
union, South African Municipal Workers Union (SAMWU). The dispute was over a lack 
of implementation of a performance measurement and management system in over a 
period of four (4) financial periods and it formed a matter of mutual interest. The strike 
action lasted four (4) days from 27 November to 30 November 2015. The trade union 
held the industrial strike action purposefully to coincide with a meeting of the Amatola 
Water Board of Directors. The strike action was carefully planned by the trade union 
to be held on a day in which Board members would be aware of the trade union’s 
disputes. The dispute was that management had failed to implement the performance 
measurement and management policy and as such, members of the bargaining unit 
were disadvantaged and its employees were deprived of pay progression 
opportunities. The Board of Amatola Water, after vigorous engagements with the trade 
union, eventually settled to pay each bargaining unit employee an amount of R10, 
500.00. This trade union agreed to the payment as a means to settle the dispute and 
the total cost for the settlement was R4 million. The Board further instructed the 
Management Committee (Manco) of the organisation to deal with the implementation 
of performance measurement and management policy. 
 
However, it soon became apparent that lack of implementation was not only due to 
management’s failure to implement the policy, but also due to a number of underlying 
problems such as lack of training, lack of adequate policy framework and system. The 
pressure from the Board resulted in conflicting views on how performance 
measurement and management is to be implemented. Some managers held the view 
that it was a complete waste of time and the organisation should only concentrate on 
paying corporate performance bonuses only when the company has performed. While 
others believed that adequate commitment and training are crucial in implementing 
the policy.  
 
At this critical juncture, it was apparent that an equitable solution is needed to resolve 
how best to implement the performance measurement and management systems in 
the organisation. Both parties were virtually in agreement that a model used in other 
similar organisations may be successful in the effective implementation of the 
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performance measurement and management policy and system. This notion would be 
in line with Human Resources best practices.  
 
1.3  Problem Statement 
 
Amatola Water is a state-owned enterprise. It was established in 1998 under the Water 
Services Act (108 of 1997). It is listed under Schedule 3, Part B of the Public Finance 
Management Act (1 of 1999). Its primary function is to provide bulk water and 
sanitation service to the Eastern Cape. The enterprise falls under the authority of the 
Ministry of Water and Sanitation of South Africa. The head office of the enterprise is 
situated in East London, in the Eastern Cape.  
 
During the 2011/2012 financial period, the water board started experiencing financial 
difficulties. The difficulties initially were attributed to its revenue collection section and 
later attributed to above market standards labour cost. But whatever the cause of the 
problem was, it subsequently led the water board to implement cost containment 
measures. The cost containment measures were the sole decision of the then Chief 
Executive Officer, Nomonde Gwabeni (Mnukwa) with her management committee in 
a bid to keep the organisation afloat. The management committee, otherwise known 
as MANCO to Amatola Water employees, comprised of the Chief Executive and four 
(4) Directors namely: Director of Finance, Director of Operations, Director of Planning 
and Development and the Director of Corporate Services. The cost containment 
measures were then referred to the Board of Directors by MANCO for ratification. The 
whole process was done without the consultation of the recognised trade union, the 
South African Municipal Workers Union otherwise known as SAMWU.   
 
In its cost containment measures, Amatola Water unilaterally decided to suspend the 
performance measurement and management policy effectively from 2012/2013 
financial period. This practice meant that Amatola Water employees would not be paid 
Individual Performance Bonuses even if they performed outstandingly. Amatola Water 
employees were visibly unhappy about this practice. Fortunately for Amatola Water 
employees, the suspension of the performance measurement and management policy 
was rescinded during the 2013/2014 financial period. 
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The suspension of the policy was rescinded on the grounds that the organisation was 
no longer experiencing financial difficulties and could now afford to pay performance 
bonuses. The purpose of the performance measurement and management policy is 
to ensure that the organisation is able to meet its shareholder’s compact targets and 
organisational strategic goals. Compliance with strategic requirements and regulations 
of the policy enable the organisation to monitor, evaluate, develop and submit reliable, 
credible and meaningful performance data. 
 
1.4  Research Objectives 
 
The primary objective of the study is to investigate how the culture of high performance 
measurement and management implementation can be inculcated within Amatola 
Water. The study intends to understand how the employees of Amatola Water view 
performance measurement and management and whether it is necessary to drive the 
implementation of performance measurement and management policy framework in 
order to achieve the organisational strategic goals. Amatola Water is required to meet 
or exceed at least 75% of its performance objective indicators. This requirement is 
enforced through the remuneration and performance management policy. Amatola 
Water adopted the use of the Kaplan and Norton’s Balanced Scorecard as the 
corporate performance measurement tool. The monitoring and evaluation of 
performance objectives is a process that appears reactive rather than proactive. It is 
often a struggle for the organisation to collate evidence in support of the performance 
achievements when the corporate performance is audited by a reputable auditing firm. 
The practice often creates pressure amongst management to demonstrate that the 
organisation indeed met at least 75% of the objectives in order to ensure that payment 
of corporate and individual performance bonuses is approved by the board.   
 
1.5  Research Questions 
 
In order to achieve the above-mentioned primary objective, the following secondary 
research objectives will be pursued: 
 
 To examine the pre-requisites for a culture of performance measurement and 
management at Amatola Water. 
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 The purpose of this is to investigate the infrastructure required to implement 
a successful corporate performance measurement and management 
system. 
 The question also intends to investigate the relationship between culture 
and performance 
 
 To examine the expectations of the employees of Amatola Water regarding 
performance measurement and management policy framework and its 
implementation. 
 
 The purpose of this is to determine the level of understating of AW 
employees about corporate performance  
 This question also intends to investigate the understanding of the role AW 
employees play in the achievement of its strategic objectives. 
 
 To examine the penetration of the corporate strategy and shareholder’s compact 
at Amatola Water. 
 
 The purpose of the question is to examine whether the strategy is 
understood and accessible to all employees at AW 
 The question also intends to investigate the contribution AW employees 
have on the crafting of the organisational strategy 
 To examine the understanding of management regarding the implementation of 
the performance management policy framework. 
 
 The purpose of this question is to determine the attitude AW management 
has on the implementation of corporate performance 
 The question also intends to examine whether management is capacitated 
with the necessary skills to administer the process. 
 
 To provide recommendation on how Amatola Water can improve the 
implementation of performance measurement and management policy 
framework. 
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 The purpose of this question is to solicit views from AW employees on how 
they think it should be implemented based on research findings 
 To provide recommendations by synthesising literature with study findings   
 
The above research questions will provide assistance in gaining a better 
understanding and how best to encourage and improve the culture of performance 
measurement and management at Amatola Water in order to achieve its objectives.  
 
1.6  Limitations of the Study 
 
The purpose of delimitation of this research is to set the boundaries within which the 
research shall be conducted and also ensure the research topic is manageable from 
a research point of view. The exclusion of other topics does not imply a lack of need 
for researching other topics.  
 
1.7  Ethical Consideration 
 
 The research does not pose any harm to humans or any living species. 
 The researcher will obtain consent from Amatola Water to conduct the research. 
 The identity of the respondents will be protected and kept confidential at all times. 
 The research will not engage in any deceptive practices whatsoever. 
 Sampled respondents will have the right not to participate in the research and 
will also be informed of such rights. 
 
1.8 Significance of the Research 
 
The significance of the research will be dealt with through the following topics: 
 
 The application of performance measurement and management in the 
organisation 
 Performance measurement and management in the Public Service 
 Performance measurement and management at Amatola Water 
 Expected benefits for Amatola Water 
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a) The application of performance measurement and management in the 
organisation 
 
The need for the application of performance measurement and management in 
an organisation cannot be over-emphasized. It is a topic that has generated a lot 
of coverage both in the private and public sector spaces (Brignall & Modell, 
2000). Performance measurement has been developed as a means of 
monitoring and maintaining organisational control which is the process of 
ensuring that an organisation pursues strategies that lead to the achievement of 
overall goals and objectives (Amaratunga & Baldry, 2002).  This notion enforces 
the advancement of a policy framework informed by literature to meet the needs 
of different organisational stakeholders. In the case of Amatola Water, 
performance measurement and management indicates how well the organisation 
is meeting its targets. This is driven by the objective to deliver essential services 
to the spheres of government in the Eastern Cape both effectively and efficiently.  
 
Amatola Water adopted the use of Balanced Scorecard as its multidimensional 
model in order to measure and manage performance (Kaplan and Norton, 2000). 
It was a move against the notion that for continually improving and changing 
environments, companies need to control their production, understand their 
performance and monitor the achievement of the strategic objectives. The focus 
on performance measurement and management has long evolved from a 
financial perspective to a non-financial perspective.  The application of 
performance measurement and management become a crucial element in 
understanding and improving business performance (Taticchi, Tonelli, & 
Cagnazzo, 2010).   
 
b) Performance measurement and management in the public service 
 
The significance of this study is to develop a comprehensive understanding of 
performance management in the public sector. In many public sectors 
performance is the talk of the town; as with much-debated concepts, 
performance accumulates multiple and ambiguous meanings (Van Dooren, 
Bouckaert, & Halligan, 2010). Performance can be associated with a range of 
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actions from a simple to a mundane act of opening a car door, to the staging of 
elaborate re-enactment of the Broadway musical ‘Chicago’. In all these forms, 
performance stands in distinction from mere behaviour in implying some degree 
of intent. In science, connotations vary according to disciplines. For example, 
psychological, social science and managerial science use different definitions 
depending more on individual, or societal, or organisational and system 
performance (Van Dooren, Bouckaert, & Halligan, 2010). Based on the 
assertions above, it is evident that performance as a concept has different 
meanings and the purpose of this study is to characterise a more appropriate 
and fitting definition to the concept.  
 
c) Performance measurement and management at Amatola Water 
 
As an organ of state, Amatola Water has the constitutional responsibility to 
deliver essential services to the Eastern Cape community. AW as a state of 
enterprise is required by its shareholder, the government of South Africa, to meet 
certain performance standards over and above providing bulk water services to 
the Eastern Cape. In order to ensure that AW does not lose sight of performance 
requirements, it needs a successful performance management framework. The 
research will assist AW in improving its performance measurement and 
management system. 
 
d) Expected benefits for Amatola Water from the research 
 
Empirical evidence to bear on the question of whether performance 
measurement or evaluations is based on limited data, such as those available 
through administrative records, can generate enough information to effectively 
guide management in making performance measurement and management 
policy decisions (Heinrich, 2002).  
 
Through this research, AW will be able to examine the relationship between 
performance indicators and the impact of services rendered. The practice will 
enable AW to test the hypothesis of whether the independent variable (internal 
to the organisation) impacts on the dependent variable (the client) and whether 
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internal performance automatically means meeting the needs of the clients.   The 
data gathered from the implementation of the research model may be stored for 
future use or provided as secondary data to learn and improve of mistakes from 
the past. 
 
1.9 Research Problem 
 
The importance of improving the corporate performance measurement and 
management leads to the research topic which represents the main problem of this 
research, namely:  
 
“How effective is the implementation of corporate performance measurement 
and management at Amatola Water in line with its intention to achieve both its 
5 year and 20 year strategies?” 
 
1.10  Research Sub-problem 
 
In order to develop a strategy to solve the main problem, the following research sub-
problems were identified: 
 
a) How top management should commit to the policy framework  
b) How to foster understanding and culture of the performance measurement and 
management system. 
c) Whether the implementation of corporate performance measurement and 
management is in line with theoretical model and guidelines. 
d) Is corporate performance measurement and management simply a compliance 
exercise and a means to achieve financial incentives? 
e) Is the monitoring and evaluation of corporate performance measurement and 
management adequate to achieve the intended results? 
f) What recommendations can be made to improve, optimise and institutionalise 
the culture of implementing the corporate performance policy framework?   
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1.11  Research Methodology 
 
The section below will deal with the research methodology. The purpose of the 
research methodology is to identify the particular practices used to attain knowledge 
(Krauss, 2005) 
  
1.11.1  Research Paradigm 
 
The research paradigm of this study is the positivism approach. It is because the 
researcher makes use of quantitative research methods to conduct the study. 
Quantitative research is objective in nature. This is true because the researcher is 
independent from what is being researched... It is not biased and its sample findings 
can be generalised to a larger population. Quantitative research is suitable for large 
samples and allows the researcher to test hypothesis. In this particular case, the 
sample is 130 full-time employees of AW and the advantages of quantitative research 
are that reliability and validity can be measured objectively. Qualitative research on 
the other hand, uses an interpretivism approach to conduct its study and is more 
subjective and humanistic in nature. This is particularly because the researcher 
interacts with what is being researched. It is suitable for small samples because it is 
explorative in nature. The objective of qualitative research is to develop theories. Due 
to the interaction by the researcher with the research topic, its results cannot be used 
to make conclusions for a wider population. It is regarded as the biased method of 
research as opposed to quantitative research. The reliability of qualitative research 
can only be tested through verification (Collis & Hussey, 2014).  
 
1.11.2  Sampling Design 
 
Sampling is a method of selecting a subset of a selected population in order to arrive 
at conclusions for the rest of the population. There are two types of sampling: 
probability sampling and non-probability sampling. Non-probability sampling refers to 
a method known as convenience sampling (Collis & Hussey, 2014). This means that 
respondents do not have the equal probability of being chosen and the technique is 
biased. Probability sampling means that all respondents have equal opportunity of 
being selected as part of the sample. It is also known as random sampling.  
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1.11.3  Population 
 
Population is defined as any precise body of people or objects under consideration for 
statistical purposes (Collis & Hussey, 2014). The population for this study includes all 
permanently employed employees of AW. The population size of AW in this study is 
Three Hundred and Forty (340) employees and due to the size of AW, it is not feasible 
to study the entire population. Details of all employees, including names, surnames, 
work station and other personnel details will be collected through secondary data 
collection method. The list of all employees containing their biographical data will be 
obtained from the Human Resources Department at AW.  
 
1.11.4  The Sample 
 
Due to the short amount of time allocated to conduct the study, the researcher chose 
to utilise random sampling in order to ensure that the study is concluded in the time 
allocated.  
 
The respondents will be drawn from Amatola Water Board which is based in the 
Eastern Cape. Employees of the organisation are scattered all around the Eastern 
Cape in its water treatment plants and workshops. A sample size of 130 respondents 
from all the sites mentioned above will be representative of the population of 340 AW 
full-time employees. The sample will be split equally between 60 males and 60 females 
to get a balanced view from a gender point of view. The age of the respondents will 
range from 25 years to 55 years. And the confidence interval for the study will be 95% 
at a 7% margin of error. 
 
The researcher will make use of company emails to distribute the questionnaire. 
However, respondents will be required to return hard copies of the questionnaire to 
the Head Office in East London. This will ensure anonymity of respondents. The 
researcher will also assure the respondents of their anonymity for participating in the 
study and for their responses to the questionnaire.  
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1.11.5 Measuring Instrument 
 
The items to be measured through the questionnaire will utilise a five (5) point Likert 
scale. The scale will range from (1) strongly agree to (5) strongly disagree. The 
questionnaires will be captured on STATISTICA computer software program. 
 
1.11.6 Data Analysis 
 
Data analysis will be performed through STATISTICA computer software program. 
The study is a quantitative and the elements to be tested are reliability and validity of 
the data.  
 
1.11.7 Research Design 
 
In order to drive the process of corporate performance measurement and 
management efficiently and effectively in the organisation, the following procedure will 
be followed: 
 
a) A process to conduct corporate performance measurement and management 
will be developed by synthesising existing theory with research results. The 
process will consist of two stages, namely; 
 
 The process will identify stages needed for successful implementation of 
corporate performance measurement and management; and  
  Identify guidelines critical to the effective and efficient implementation of 
every step in the process.  
 
b) The research will investigate the status quo of corporate performance 
measurement and management at Amatola water. The investigation will be 
conducted as follows: 
 
 The investigation into the status quo of corporate performance 
measurement and management at Amatola Water will be done through 
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questionnaires and critical review of the corporate performance 
measurement and management policy framework. 
 The research will evaluate past practices of corporate performance 
measurement and management at Amatola Water  
 The individual questions in the questionnaires will investigate the 
perception of Amatola Water employees, Amatola Water Management and 
Amatola Water external stakeholders.  
 A descriptive analysis of the data will be conducted through a survey of 
questionnaires. 
 
c) The status quo of corporate performance measurement and management at 
Amatola Water will be evaluated against similar organisations in the bulk water 
services sector.  
 
d) The research will draw conclusions based on research findings of the evaluation 
of the implementation of effective and efficient corporate performance 
measurement and management and make recommendations on the 
improvement of the implementation of corporate performance measurement 
and management at Amatola Water.  
 
1.12 Literature Review 
 
A performance measurement and management system is a balanced and dynamic 
system that enables support of decision-making processes by gathering elaborating 
and analysing information. The concept of “balance” refers to the need of using 
different measures and perspectives that are tied together to give a holistic view of the 
organisation (Taticchi, Tonelli, & Cagnazzo, 2010); it is an indispensable element of 
modernising the public sector (Bouckaert & Peters, 2002). 
 
However, there are difficulties in measuring performance within an organisation. The 
reason is the lack of systems to measure performance across the organisation due to 
non-standardised data, poor technological integration, geographical and cultural 
differences (Hervani, Helms, & Sarkis, 2005).  Today’s managers recognise the impact 
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measures have on performance but rarely think of measurements as an essential part 
of their strategy. This notion results in failure to prompt management to introduce new 
measures to monitor new goals and processes and question whether the old 
measures are still relevant to the new performance initiatives (Kaplan & Norton, 
Putting the Balanced Scorecard to Work, 2000).   
 
(Brignall & Modell, 2000) argue that most recent advances of performance 
management literature particularly of successful implementation of performance 
management systems have neglected institutional theory and the upsurge of interest 
in literature has been dominated by efforts to design an effective system. The neglect 
of the insights of institutional theory is particularly unfortunate in the public sector since 
it is difficult to wield influence in organisations of a pronounced political nature, if one 
regards the organisation as a system exclusively geared to organised action or to the 
ideal rationality model.  
 
Performance measurement and management can resolve certain problems but also 
create new problems. This is usually due to the implementation of an inadequate 
system of performance measurement and management which ultimately provides a 
false sense of security and accomplishment and in the process will misdirect resources 
and activities (Bouckaert & Peters, 2002).   
 
It is therefore proper for this study to shift the attention to the power and pressures 
exerted by different groups of stakeholders and how they affect the use of performance 
management information in the organisation (Brignall & Modell, 2000).   
While taking the above from literature, it is also critical for the study to note that unlike 
in the private sector, budgeting in the public sector is associated with institutional and 
political processes and it is fundamental in the achievement of organisational 
effectiveness. 
   
1.13 Hypothesis 
 
The following hypothesis will be investigated during the study: 
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H1: The objective of corporate performance measurement and management is 
understood by all employees at Amatola Water.  
 
H2:  There is a positive relationship between employee performance and payment 
of performance bonus.  
 
H3:  Performance bonus is a tool used by management to unfairly reward certain 
subordinates.  
 
H4:  Management perceives performance measurement and management as the 
responsibility of the Human Resources Management Department.  
 
H5: AW employees regard performance measurement and management as a 
waste of time 
 
1.14 Chapter Outline 
 
The research study will focus on 5 chapters whose outline will follow the narrative 
below:  
 
Chapter 1 
 
Problem Statement and Research Objectives 
 
This chapter introduces the aim and the scope of the study which deals with the 
problem statement, research objectives, hypothesis, and methodology of the study 
and delimitation of the study.  
 
Chapter 2 
 
Review of Literature on the role of corporate performance measurement and 
management in achieving strategic goals and the model for monitoring corporate 
performance in order to achieve organisational effectiveness. 
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Chapter 3 
 
Amatola Water performance overview 
Chapter 4 
 
This chapter deals with the methodology of the study which will indicate how the 
sample will be drawn, measurement instruments to be utilised, and demographics of 
the sample. 
 
Chapter 5 
 
This chapter deals with the empirical study conducted, analysis of data collected and 
its descriptive findings.  
 
Chapter 6 
 
This chapter discusses the conclusions arrived at based on empirical data, limitations 
and recommendations by the researcher.  
 
1.15 Conclusion 
 
The above chapter highlighted the problem statement together with the research 
question to be answered in chapter six. The study was demarcated within the 
operations of Amatola Water Board. The significance of the research and objectives 
were stated and the methodology used for the research was also highlighted. Chapter 
two will provide a comprehensive review of literature on corporate performance 
measurement and management phenomena.  
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2. CHAPTER 2:  LITERATURE REVIEW AND LEGAL FRAMEWORK 
 
2.1 Introduction 
 
Firstly, this chapter will deal with the performance management framework at Amatola 
Water. Secondly, the chapter will provide a literature overview on performance 
measurement and management. The theoretical overview of performance 
measurement and management is presented to enhance an understanding of how 
important performance measurement and management systems are in order to 
achieve organisational growth as a business. The chapter will conclude with a brief 
synopsis of the literature reviewed. 
 
2.2 Organisational Performance Information Management Policy at 
Amatola Water 
 
Amatola Water is a national government business enterprise (also known as a water 
board) operating in the water sector. As an essential service utility, it is mandated by 
the Water Services Act (Act 108 of 1997) to offer services in bulk water supply (both 
potable and untreated water), waste water treatment and other related services for the 
benefit of the public. Performance Information indicates how well an institution is 
meeting its aims and objectives, and which policies and processes are working. 
Making the best use of available data and knowledge is crucial for improving the 
execution of government’s mandate. Performance information is key to effective 
management, including planning, budgeting, and implementation, monitoring and 
reporting. Performance information also facilitates effective accountability, enabling 
legislators, members of the public and other interested parties to track progress, 
identify the scope for improvement and better understand the issues involved (Amatola 
Water, 2014). 
 
The Amatola Water performance measurement and management policy framework 
seeks to provide clear guidelines for the management of performance information 
throughout AW in order to ensure compliance with strategic requirements and 
regulations and more importantly to allow for the monitoring, evaluation, development 
and submission of reliable, credible, and meaningful performance data and reports 
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and is based on the development, implementation, monitoring and evaluation of the 
Corporate Scorecard (Amatola Water, 2014). 
 
The term “Performance Information” covers a wide range of qualitative data and 
statistics and in this context the focus is on non-financial information. It also includes 
reporting on the quality of a service delivered, for example, information on the 
achievement of water quality standards. Performance Information indicates how well 
an institution is meeting its aims and objectives, and which policies and processes are 
working. Making the best use of available data and knowledge is crucial for improving 
the execution of government’s mandate. Performance information is key to effective 
management, including planning, budgeting, and implementation, monitoring and 
reporting. Performance information also facilitates effective accountability, enabling 
legislators, members of the public and other interested parties to track progress, 
identify the scope for improvement and better understand the issues involved (Amatola 
Water, 2014). 
 
The public sector delivers services essential to the well-being and development of the 
nation. To ensure that public service delivery is as efficient and economical as 
possible, all government institutions are required to formulate strategic plans, allocate 
resources to the implementation of those plans, and monitor and report the results. 
Performance information is essential to focus the attention of the public and oversight 
bodies on whether public institutions are delivering value for money, by comparing 
their performance against their budgets and service delivery plans, and to alert 
managers to areas where corrective action is required. Performance information also 
plays a growing role in budget allocations and will increasingly be used to monitor 
service delivery. This means the information must be accurate, appropriate and timely.  
 
The most valuable reason for measuring performance is that what gets measured gets 
done. If an institution knows that its performance is being monitored, it is more likely 
to perform the required tasks and to perform them well.  
 
In addition, the availability of performance information allows managers to pursue 
results-based management approaches, such as performance contracts, risk 
management, benchmarking and market testing. Performance Management aims to 
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narrow the gap between strategy and execution. As an integrated, evidence-based 
management practice, it involves planning, forecasting, and budgeting. It utilises 
performance information (business intelligence) systematically to monitor, analyse 
and measure strategic and operational activities against targets in performance 
indicators.  
 
Amatola Water’s mission is to contribute to the public health and community 
livelihoods by providing bulk portable water, bulk sanitation to Water Services 
Authorities and managing water resource management infrastructure. Performance 
against our strategic objectives indicates the extent to which we are delivering on this 
mission (Amatola Water, 2014). 
 
2.3 Public Finance Management Act 
 
Amatola water, as a government entity is required in terms of the public finance 
management act to fairly present its state of affairs, trading entity or constitutional 
institution, its business, its financial results, its performance against predetermined 
objectives and its financial position as at the end of the financial year concerned (South 
African Government, 1999).  
 
2.4 Water Services Act 
 
The Minister and any relevant Province must monitor the performance of every water 
services institution in order to ensure 
 
a) Compliance with all applicable national standards prescribed under this Act; 
b) Compliance with all norms and standards for tariffs prescribed under this Act; 
c) Compliance with every applicable development plan, policy statement or 
d) Business plan adopted in terms of this Act.  
 
Every water services institution must 
 
(a) Furnish such information as may be required by the Minister after consultation 
with the Minister for Provincial Affairs and Constitutional Development; and 
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(b) Allow the Minister access to its books, records and physical assets to the extent 
necessary for the Minister to carry out the monitoring functions contemplated in 
this act (South African Government, 1997).  
 
2.5 Theoretical Review of Corporate Performance 
 
The purpose of this section is to provide a literature overview on performance 
measurement and management. 
 
2.5.1 Performance Management 
 
The term “performance management” was not used until the 1970s and this led to the 
assumption that it is a modern term; however, records show that the New York Council 
was analysing data and setting targets to report historical activity and forecast future 
performance in the early 1900s (Fryer, Antony, & Ogden, 2009).  
 
The review of literature has enabled the identification of the key features of a 
successful performance measurement and management system as being: 
 
a) alignment of the performance management system and the existing systems 
and strategies of the organisation; 
b) leadership commitment; 
c) a culture in which it is seen as a way of improving and identifying good 
performance and not a burden that is used to chastise poor performers; 
d) stakeholder involvement; and 
e) Continuous monitoring, feedback, dissemination and learning from results 
(Fryer, Antony, & Ogden, 2009). 
 
But this does not mean performance management should not mature with the times 
as the management style and culture also evolve.   
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2.5.2 Performance Measurement 
 
Performance measurement is a critical component of performance management 
system as it helps model a particular type of behaviour in order to achieve the desired 
results, provides data where change is needed and encourages improved 
performance. Very often authors tend to use “performance measurement” and 
“performance management” interchangeably, but it is increasingly important to note 
that these are two very distinct entities. The difference between performance 
management and measurement is that measurement deals with past data and 
management deals with the management of future data and performance. 
Measurement has four key aspects that it focuses on when measuring data (Bititci, 
2012); 
 
a) Deciding what to measure 
b) How to measure it 
c) Interpreting the data, and 
d) Communicating the results 
 
2.5.3 Background of Performance Measurement and Management 
 
It has been discovered for at least decades now that performance measurement and 
management is critical for the effective and efficient management of any organisation 
(Melnyk, Bititci, Platts, Tobias, & Anderson, 2013). Systems of performance 
measurement and management were commonly recommended for advancing 
strategy execution and improving organisational effectiveness (Melnyk, Bititci, Platts, 
Tobias, & Anderson, 2013). This particular view coincided with the popular rhetoric of 
the Balance Scorecard (Kaplan & Norton, Transforming the Balanced Scorecard from 
Performance Measurement to Strategic Management: Part 2, 2001).  
 
To certain people, performance measurement and management is the organisation’s 
equivalent of the human body’s central nervous system (Bourne, Pavlov, Santos, 
Lucianetti, & Mura, 2013). So to a certain extent, the modern interest in performance 
measurement and management is attributed to operations, with emphasis on the 
unintended and detrimental repercussions of the over use of accounting measures 
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(Bourne, Pavlov, Santos, Lucianetti, & Mura, 2013). This is consistent with the 
management accounting perspective which created extensive discontent in 
accounting measures, and instantaneously led to the multi-dimensional performance 
management frameworks. These frameworks were designed from practice lessons 
popularly known as; Specific, Measurable, Achievable, Realistic and Timely (SMART) 
pyramid, the results determinants matrix and the Balanced Scorecard (Bourne, 
Pavlov, Santos, Lucianetti, & Mura, 2013). The operations management literature 
contributed to the discourse by generating tools and processes that answered the 
question “how should performance management systems be designed, implemented 
and used?” (Bourne, Pavlov, Santos, Lucianetti, & Mura, 2013).  
 
The focal point for managers is to create value for the organisation’s stakeholders. 
These changes brought about a debate between academics and practitioners about 
the requirement for a systematic approach to determine performance that surpasses 
the scope of the individual stakeholder, and the need to integrate measures with the 
strategic planning process, which requires stringent management control systems. 
Organisations have the need to avoid retrenching its workforce, avoid downsizing and 
prevent financial losses; these strategic objectives may not be realised without 
adequate and appropriate management control systems (Upadhaya, Munir, & Blount, 
2014).  It follows that a suitable performance management system can protect 
companies from potential risks and losses, and improves their effectiveness 
(Upadhaya, Munir, & Blount, 2014). Recent research placed more emphasis on the 
performance measurement and management discipline to determine whether it 
contributes positively to the overall effectiveness of the business (Bourne, Pavlov, 
Santos, Lucianetti, & Mura, 2013).  
 
Furthermore, it demonstrated that performance management endeavours are 
intensively submerged in the organisational processes which consistently impact on 
the successes of performance management initiatives. Human capital and 
organisational culture appeared to be among the most important factors influencing 
the success and results of performance management (Bourne, Pavlov, Santos, 
Lucianetti, & Mura, 2013). Considering the indecisive nature of the studies and 
knowledge from research in the organisational embeddedness of performance 
management, it is important to further explore the state of affairs which may account 
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for the relationship between individual performance and corporate performance 
(Bourne, Pavlov, Santos, Lucianetti, & Mura, 2013).Subsequent to that notion, the 
interest shifted towards corporate characteristics which contribute to the influence of 
management of performance on overall corporate performance, most importantly, on 
how the management of the human capital impacts on the relationship between 
individual performance and corporate performance (Bourne, Pavlov, Santos, 
Lucianetti, & Mura, 2013) .  
 
Nevertheless, performance measurement and management is by no means free of 
fault. Previous research found that it did not prioritise the company’s competitive 
advantage, promote internal institutionalisation and lost sight of the goal post. These 
factors have led to many questioning whether there is a correlation between 
performance measurement and management and organisational performance 
(Bourne, Pavlov, Santos, Lucianetti, & Mura, 2013).    
 
2.5.4 Errors in Performance Management Culture 
 
Errors are usually not easily defined or visible. They are commonly known as 
unintended deviations from predetermined goals and standards (van Dyck, Frese, 
Baer, & Sonnentag, 2005). This literature review is concerned with action errors. Quite 
often managers make errors by selecting the wrong objectives in the first place thus 
misinterpreting the objectives from a higher level perspective. Errors can, in principle, 
be differentiated from inefficiencies because inefficient pursuit does, in the end, reach 
the goal. However, most organisations hold a standard of efficiency, and thus 
inefficient routes are deviations from this standard, and, from this perspective, 
inefficient actions are erroneous and managers sometimes report inefficiencies as 
examples of errors. Now, due to the unintentional nature of the deviation that 
characterises errors, errors typically lead to the conclusion that one should have 
known better. The unintentional nature of the deviation is also one way to differentiate 
errors from violations (which are intentional deviations from standards, norms, 
practices, or recommendations) (van Dyck, Frese, Baer, & Sonnentag, 2005).  
 
Often organisations rely solely on error prevention mechanisms. However, the 
exclusive emphasis on error prevention has its limits because total elimination of errors 
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is not realistic. The view is supported by the assertion that the fallibility of human 
reasoning is the flipside of the advantages of the human cognitive apparatus which is 
characterised by fast processing of information in uncertain environments and 
bounded by rationality. Therefore, a pure error prevention approach may not 
adequately deal with the fact that errors are omnipresent (van Dyck, Frese, Baer, & 
Sonnentag, 2005). Although sometimes organisations may not be able to specifically 
predict what errors will occur or when, invariably, errors will occur and may lead to 
unintended consequences. Moreover, a pure error prevention approach denies the 
opportunity to learn from errors and minimises the possibility to benefit from the 
potential long-term positive consequences of errors.  
 
There are some, albeit not many, companies that incorporate a constructive 
orientation toward errors as part of their policy statement (for example, BMW 
suggested in their mission statement that employees should not look for the guilty 
party in an error situation but solve the problem; 3M is known for its constructive and 
innovative orientation, which includes learning from errors; Southwest Airlines 
proposed that “failure is a natural result of the competitive process;”). Some 
companies even use errors explicitly as learning opportunities (for example, in one 
small German consulting company, people take turns talking about one error they 
have encountered at each of their meetings). Yet, despite these encouraging 
examples, to date, the potential for error management culture to provide organisations 
with a competitive edge has not been fully realised. 
 
2.6 Organisational Culture 
 
Organisational culture helps differentiate one organisation from another. Therefore, it 
is important that an organisation pays close attention to its culture and sub-cultures. 
This approach enables the organisation to strategically introduce systems and 
programmes that will encourage behavioural change. While culture is defined as a set 
of values and beliefs, it provides guidance for employees on communications and 
behaviour. Culture as an idea is derived from sharing learning experiences based on 
a coordinated allocating of scarce resources. The cognitive abilities of the human race 
which contributes in improved thinking and decision making are often based on 
organisation culture.  So the multifaceted set of beliefs, norms and values help in 
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presenting different levels of culture by conducting business effectively and efficiently 
(Awadh & Saad, 2013). The culture of an organisation in such an instance will 
encourage better communication and encouragement amongst fellow employees. 
 
2.7 Subculture 
 
Subcultures are regarded as organised segments which have different sets of beliefs, 
norms and values from that of the organisation due to their geographical locations, job 
requirements and or departmental goals. The employees’ commitment towards the 
achievement of the organisation’s strategic goals is based on the employees’ 
perception of the organisation’s culture and social interaction in the workplace (Awadh 
& Saad, 2013). The rules, policies and procedures need to enhance the strength of 
the organisational culture in order to help reduce the gap in employee relationships 
and influence employee behaviour in order to improve the competitive advantage.  
 
2.8 Impact of Organisational Culture on Employee Performance 
 
Organisational development is a critical factor in ensuring the sustainability and 
effectiveness of an organisation. The development of performance is dependent on a 
number of factors, one of which is the culture of the organisation. Previous researchers 
have researched and established a link between organisational culture and improved 
employee performance. Culture is often described as a system of shared values, 
norms and goals (Awadh & Saad, 2013). Despite all the research in performance 
management culture, organisational performance does not seem to yield the desired 
results. The development of performance culture requires changes both in the formal 
systems as well as the informal systems or set of values. Organisations often rely on 
incentives to encourage the achievement of performance targets. But very often that 
culture does not encourage high performance behaviour (Awadh & Saad, 2013). It 
becomes critical to review literature on how best to create a performance culture that 
is capable of reforming performance behaviour.     
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2.9 Theoretical Foundation of Hypotheses  
 
Performance Management systems are known to be setting the “modus operandi” in 
organisations (Bourne, Pavlov, Santos, Lucianetti, & Mura, 2013). In modern dynamic 
and fast changing work environments and global economy, the development of 
organisational performance is connected with the development of personal 
performance, skills, knowledge and experience (Al-Khouri, 2010).  The methods 
employed by organisations point out what is critical as they report achievements 
against predetermined targets (Bourne, Pavlov, Santos, Lucianetti, & Mura, 2013). 
These organisations rely on their own performance appraisal systems to generate 
performance results and enable organisations to report on performance improvements 
measures (DeNisi & Pritchard, 2006) . Furthermore, research has placed a lot of 
emphasis on the influence performance management systems have on people 
management processes. For instance, (Bourne, Pavlov, Santos, Lucianetti, & Mura, 
2013) showed how performance management influenced employees’ overall 
engagement while displaying how the investigation on the effects on communication 
found improved communications at different organisations. They further showed how 
the implementation and use of performance management systems among various 
organisations were influenced by culture and management styles (Bourne, Pavlov, 
Santos, Lucianetti, & Mura, 2013). To measure the effectiveness of the organisation’s 
performance, the following was considered;  
 
 whether the organisation achieves its predetermined targets,  
 whether the organisations have ability to acquire critical resources for 
sustainability,  
 whether its management systems are effective, and  
 whether its stakeholders are satisfied  
 
While the above may serve as good measure to a certain extent, there appears to be 
limited empirical research which measures whether the measured performance of an 
organisation actually led to the effectiveness of the business. This is based on the 
agreement by today’s managers that businesses are required to be more efficient, 
improve their levels of productivity in order to achieve performance levels that are 
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ahead of competitors (Sridevi & Markos, 2010). This is despite research on 
performance measurement and management dating back to the early 1920s. 
Managers still complain that more research is needed on how to design the effective 
performance management system (DeNisi & Pritchard, 2006).    
  
2.9.1 Hypothesis 1: Enhancing employee Performance through employee 
Engagement  
 
Employee engagement is a broad spectrum which covers all different parts of 
personnel management dimensions in the workplace. Therefore, it is imperative for 
management to ensure that other facets of human resources are adequately 
addressed in order for the employees to be fully engaged (Markos & Sridevi, 2010). 
This includes the employee’s skills, knowledge and experience. These are challenges 
faced by managers in today’s dynamic and rapidly changing work environment and 
globalized economy (Al-Khouri, 2010). So it becomes incumbent of management to 
develop employee engagement strategies. These strategies help management to 
enhance employee engagement by identifying the starting point for improved 
employee engagement. The starting point speaks to the recruitment and induction 
program and must be supported by leadership commitment (Markos & Sridevi, 2010). 
Leadership is critical in a sense that it needs to drive the vision, mission and values 
so that employees can replicate their commitment and it does not become another 
“corporate fad” or “another HR thing”. Communication must therefore be consistent in 
order to pave the way for engaged workforce through participative decision-making 
(Markos & Sridevi, 2010). In essence, leadership must lead by example. 
 
2.9.2 Hypothesis 2: Performance Recognition and Reward 
 
Organisations have awoken to the fact that they need to strike an impartial balance 
between the employee’s contribution to the organisation and the organisation’s 
contribution to its employees (Albalooshi, Al-Ansi, & Ali, 2017). Critically, management 
needs to recognise and incentivise high performance. The performance management 
system should contain both financial and non-financial incentives to encourage 
employee engagement towards high performance (Markos & Sridevi, 2010). The 
efforts of the performance management evaluations must be supported by a well-
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structured process or procedure in order to enable the employee to focus his or her 
actions in ways desired by the company (DeNisi & Pritchard, 2006). The employee’s 
self-efficacy, self-esteem and engagement will be increased as they continue to see 
that efforts will lead to a mutually beneficial outcome (DeNisi & Pritchard, 2006).  
 
Non-financial incentives to be considered in enhancing employee engagement are 
training and career development. Numerous research findings contend that the 
two dimensions help improve service accuracy and thereby improve performance. 
Employee confidence grows after having undergone training and development and 
improves the level of engagement (J, 2014). 
 
2.9.3 Hypothesis 3: Performance Management Accountability  
 
Appraising of performance is regarded as a confidential, professional and 
organisationally sanctioned event, which occurs at least once or twice a year with 
predetermined criteria for evaluating an employee’s performance (DeNisi & Pritchard, 
2006). Upon conducting the evaluation of performance, quantitative scores are 
assigned based on the perceived level of the employee’s performance according to 
an established framework (DeNisi & Pritchard, 2006). This approach will ensure that 
the system is applied consistently across the board. However, in any organisation, you 
are mostly likely to find high performers and the performance management system 
must recognise and reward high performance in order to reduce turnover of high 
performers (Markos & Sridevi, 2010). This is confirmed by a study done by Anthony 
Nyberg in 2010 on Retaining Your High Performers  which focuses on rewarding high 
performers for their superior work product; this will encourage them to remain with the 
organisation that recognises and rewards high performance (Nyberg, 2010). The 
practice is considered to encourage other employees to strive to achieve above 
average performance in order to reap the same benefits and this practice ultimately 
leads to top business performance (Markos & Sridevi, 2010) .  
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2.9.4 Hypothesis 4: Responsibility of the Performance Management 
System 
 
In order for the organisation to achieve performance and profitability, it is imperative 
that job satisfaction is pursued (Albalooshi, Al-Ansi, & Ali, 2017). Researchers have 
for many decades tried to identify factors leading to job satisfaction and employee 
engagement and have developed models to draw implications for management 
(Markos & Sridevi, 2010). Job satisfaction ensures that employees remain loyal to the 
organisation and it has been discovered that human resources serves as the primary 
source of the organisation’s competitive advantage (Albalooshi, Al-Ansi, & Ali, 2017). 
It is therefore critical for managers to strive for maximum job satisfaction in order to 
increase employee engagement and achieve both corporate performance and 
business effectiveness (Markos & Sridevi, 2010). (Markos & Sridevi, 2010) State that 
it is the responsibility of management to drive this process in order to create a highly 
engaged workforce by undertaking the following five (5) factors: 
 
 Ensure efforts are aligned to corporate strategy 
 Place more emphasis on efforts which empower the employees 
 Drive and reward teamwork and collaboration success 
 Invest in people development and growth 
 Assist and support where necessary  
 
The above five (5) factors will serve as a yardstick in shaping the organisation into a 
path of continuous improvement.  
 
2.9.5 Hypothesis 5:  Performance Measurement and Management 
Effectiveness 
 
It is common for organisations to measure performance because it provides 
stakeholders with information that is relevant for decision-making. But it should not be 
taken for granted that all employees will be aware why performance is measured. So 
what is really behind performance measurement after all and what expectations do 
people have regarding these measures or are they used solely to punish poor 
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performance? Or are these measures used correctly and fairly? Is there a positive 
correlation between performance and a higher purpose? After all, neither the act of 
measuring performance nor the resulting data accomplishes anything itself, so 
effective use is crucial because only when someone uses these measures in some 
way do they accomplish something (Behn, 2003).  
 
Table 1 Eight Purposes that Public Managers Have for Measuring Performance 
The purpose  The public manager’s question that the performance measure can 
help answer 
Evaluate  How well is the organisation performing? 
Control  How do I ensure my team does the right thing? 
Budget  Where should the primary focus for expenditure be? 
Motivate  How can I motivate all stakeholders in order to improve performance 
Promote How can I promote the right image to Executive Authority, Portfolio 
Committee members, clients, media and community that the entity is 
delivering the service to the people? 
Celebrate What achievements are worthy of being celebrated? 
Learn What is working or what is not? 
Improve What can I do differently to improve performance? 
 
Source: Why Measure Performance? Different Purposes Require Different Measures, 2003 
 
2.10 Conclusion 
 
The effective measurement and management of individual performance is the central 
requirement for the achievement of organisational goals. The achievement of strategic 
vision is dependent on the accurate information regarding the performance levels and 
requirements. Therefore, it is critical for an organisation to insist on a formal and 
systematic process whereby such information is gathered, recorded and retrieved for 
performance reasons.  
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Performance measurement is a critical component of performance management 
system; it helps model a particular type of behavior in order to achieve the desired 
results and also provides data where change is needed and encourages improved 
performance. Melnyk, et al., (2013) stated that systems of performance measurement 
and management were commonly recommended for advancing strategy execution 
and improving organisational effectiveness. This particular view coincided with the 
popular rhetoric of the Balance Scorecard (Kaplan & Norton, Transforming the 
Balanced Scorecard from Performance Measurement to Strategic Management: Part 
2, 2001). 
 
Organisational development is a critical factor in ensuring sustainability and 
effectiveness of an organisation. The development of the performance is dependent 
on a number of factors, one of which is the culture of the organisation. Previous 
researchers have researched and established a link between organisational culture 
and improved employee performance (Awadh & Saad, 2013). The above literature 
review indicates that the aim of performance measurement and management is to 
support the achievement of organisational strategic vision and strategic goals.  
 
Therefore, performance measurement and management is to some degree an obvious 
but complex matter. It contains different elements and requires a certain structure to 
be put in place. It has the ability to achieve great results provided its implementation 
is approached in a structured and systematic manner. Chapter three will present a 
historical view of Amatola Water’s performance in line with the vision of the 
organisation. 
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3. CHAPTER 3:  HISTORICAL REVIEW OF AMATOLA WATER’S 
PERFORMANCE 
 
3.1 Introduction 
 
The purpose of this chapter is to critically review the performance of Amatola Water 
Board in the last four (4) years against its gazette area of operation. As mentioned in 
Chapter 1, Amatola Water was established in 1998 to primarily service the rural areas 
of the Eastern Cape. However, the organisation has since been striving to provide bulk 
water services in the entire Eastern Cape. This strategic objective is distinctly reflected 
in the company’s vision and mission statement (Amatola Water Board, 2017).  
 
Below is the Amatola Water’s gazetted area of operation. The gazetted area includes 
parts of Chris Hani District Municipality, Amathole District Municipality and Buffalo City 
Metropolitan Municipality (Amatola Water Board, 2017).  
 
Figure 3.1: Illustration of Amatola Water Gazetted Area 
 
 
Source: Retrieved from http://www.amatolawater.co.za 
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3.2 Performance Overview 2012/13 Financial Period 
 
In the 2012/13 review period, Amatola Water’s vision was to become the dominant 
Bulk Water Services Provider in the Eastern Cape. Its mission statement included 
enhancing equitable access of water services to all in the province.  Amatola Water 
was established as a water board in 1998 in terms of the Water Services Act (Act 108 
of 1997). As mandated by Section 29 of the Water Services Act, Amatola Water’s 
primary function is the provision of bulk water supply services of both potable and 
untreated water, as well as that of waste water treatment and other related services 
for public benefit. In addition, as stipulated under the provisions of Section 30 of the 
Water Services Act, the organisation also offers services in operation and 
maintenance of water treatment works and dams. Other key impact services include 
management services, project implementation, concessions and advisory services 
(Amatola Water Board, 2013).  
 
In terms of the Public Finance Management Act (Act 1 of 1999, as amended by Act 29 
of 1999), the organisation is a Schedule 3(B) National Government Business 
Enterprise. The organisation is also inspired by an unwavering commitment to serve 
its stakeholders through consistent demonstration of Excellence, Integrity, 
Accountability and Responsibility. This commitment is clearly visible in the vision, 
mission statement and the value system of the organisation (Amatola Water Board, 
2017). 
 
In order to measure and manage its performance, Amatola Water adopted the use of 
the Kaplan and Norton’s Balanced Scorecard to measure its performance. The Kaplan 
and Norton’s Balanced Scorecard measures the performance of the organisation 
using four (4) quadrants namely; Financial, Customer, Internal Processes and 
Learning Growth. So during the reporting period, AW achieved Twenty Nine (29) out 
of Forty Three (43) performance indicators which translated into 67.44 percentage 
achievement of performance indicators. Under the customer quadrant, AW achieved 
four (4) out of five (5) performance indicators. Critically, the indicator which AW failed 
to achieve is related to the achievement of a “minimum satisfaction score per 
customer”. The reason contained in the Annual Report 2012/13 indicated that the 
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customer satisfaction survey was postponed due to reprioritisation aligned to 
turnaround (Amatola Water Board, 2013).  
 
Performance Bonus provision stood at around R4 million compared to zero (0) for the 
previous year. However, despite making a provision for paying performance bonuses, 
the company did pay its employees performances due to company performance which 
did not meet expected performance standards. Its revenue marginally increased by 
R1.2 million compared to the previous period, but surplus stood at R25 million 
compared to a deficit of R7.9 million achieved in the previous year. This is an indication 
of improved operational efficiency from the Water Board (Amatola Water Board, 2013).  
 
3.3 Performance Overview 2013/14 Financial Period 
 
During the period under review, the organisation incorporated the King III Code and 
the principles of Integrated Reporting in reporting and measuring business 
performance.  As a public entity, AW has the ultimate responsibility to achieve its 
business mandate ahead of financial success. Therefore, the primary indicator for the 
business performance is the extent to which AW has fulfilled its mandated 
responsibilities which is service delivery. The incorporation of the King III Code and 
principles of Integrated Reporting ensured that AW remains a transparent entity 
regarding the performance of the business (Amatola Water Board, 2014).  
 
In the year under review, AW also measured its business performance using the 
Kaplan and Norton’s Balanced Scorecard which was endorsed by the AW Board and 
subsequently submitted to the Minister of Water and Sanitation for approval as part of 
the Shareholder’s Compact. The standard balance scorecard approach and the 
guidelines for Integrated Reporting were adopted during the reporting period (Amatola 
Water Board, 2014). During this period, AW started measuring its performance against 
the implementation of the 20 year strategy. The strategy was developed in line with 
the goal of the National Development Plan: vision 2030. The strategy included a 
significant refocus on the organisation’s primary mandate and the developments in the 
Eastern Cape area.  
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The organisation achieved 62 percent against the predetermined targets compared to 
67.44 percent achieved in the previous period. The achievement was significantly 
lower than the institution’s annual target of 75 percent achievement of performance 
targets. Close inspection of the Balance Scorecard indicated that under the “Increased 
customer base and penetration” objective, AW maintained three (3) of its bulk water 
supply contracts against the baseline and annual target of Three (3) new contracts. 
However, AW reported that the target had been met. During this period, AW once 
again did not conduct a customer satisfaction survey in order to measure the average 
score as promised in the previous period and the target for this period was Six (6) 
average customer satisfactions (Amatola Water Board, 2014).  
 
Nevertheless, AW achieved Ninety-Nine (99) percent compliance to customer key 
performance areas (KPA) according to customer charter against a predetermined 
target of Seventy (70) percent. The organization improved its revenue surplus to R29 
million, which showed an improvement of R4 million compared to the previous year. 
Despite the organisation not meeting Seventy-Five (75) percent of its targets as 
required by its remuneration policy, it paid performance bonuses to its workforce. The 
performance bonus payment amount was equivalent to its provision of R4.2 million 
(Amatola Water Board, 2014).  
 
3.4 Performance Overview 2014/15 Financial Period 
 
AW continued from the same trajectory as the previous financial periods. In the period 
under review, the organisation improved its achievement of performance indicators to 
Sixty Eight (68) percent but significantly shy of its performance target of Seventy Five 
(75) percent achievement of performance indicators (Amatola Water Board, 2015).  
 
AW did not conclude any additional bulk supply contracts, but maintained its bulk 
supply contracts with Amathole District Municipality, Buffalo City Metropolitan 
Municipality and Ndlambe Local Municipality and Right of Use contract with Makana 
Local Municipality. This is despite the scorecard showing that “2 additional Bulk water 
supply contracts with Water Services Authorities” needed to be concluded in the 
period. This marked the second year running where AW did not add more contracts to 
its current customer base of Three (3) bulk water supply and One (1) Rights of Use 
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contracts. According to the Annual Report, AW once again did not conduct a customer 
satisfaction survey for the year under review. During this period, AW recorded a 
regrettable surplus of only Three Thousand Rands and raised accrued bonuses to the 
value of R2.179 million (Amatola Water Board, 2015).  
 
3.5 Performance Overview 2015/16 Financial Period 
 
During the 2015/16 reporting period, AW appeared to have improved on performance 
from the previous year despite showing revenue of R23 million less than initially 
targeted. The organisation for the first time exceeded the required Seventy-Five (75) 
percent achievement of performance indicators by achieving a score of Seventy-Eight 
(78) percent. It also maintained its status quo regarding bulk supply and right of use 
contracts as the previous period and included a water and waste water works 
management contract as a new addition in three (3) years. This is the first time the 
organisation had moved to at least obtain a new contract as stipulated in its scorecard. 
However, despite this improved performance, there was a notable absentee yet again 
and that is the customer satisfaction survey. This is despite commitments for the past 
3 years that it would be conducted in the following period. They kept deferring the 
indicator with no real reasons to back that up (Amatola Water Board, 2016). The 
organisation raised accrual for bonuses to the value of R2.311 million (Amatola Water 
Board, 2016).  
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3.6 Comparative Geographical Illustration of Amatola Water’s Operation 
Area. 
 
    Source: Amatola Water Geographical Information Systems Department   
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Amatola water board geographically appears to have realised its vision of becoming 
the regional bulk water service provider. However, a review of its annual reports 
showed that the organisation has not secured the bulk water supply contracts in order 
to become the regional bulk water service provider. Interestingly, the organisation 
consistently reported that additional bulk water supply contracts were secured while in 
actual fact, only existing contracts were maintained. A review of its annual reports 
revealed that AW is only able to cover the Eastern Cape geographical area through 
non-bulk water supply contracts. This is inconsistent with the vision of the organisation.  
 
3.7 Conclusion 
 
The above chapter mainly focused on evaluation of the organisation’s effectiveness 
against the claimed performance. The purpose was to identify whether the 
performance leads to business effectiveness. Amatola Water consistently performed 
below the required shareholder’s target of Seventy-Five percent from 2012/13 financial 
period, but due to commitment from the organisation, it only exceeded the 
shareholder’s target during the 2015/16 financial period. This is an indication that the 
organisation demonstrated a desire to improve and did not once rest on its laurels. 
 
The organization overturned a revenue deficit consistently into a surplus which 
showed the organisation’s operational efficiency. The organisation’s operational area 
appears to have grown in line with the vision of the organisation, but performance 
indicators show that the majority of the operational area is covered with non-bulk water 
supply contracts. However, the organisation was required to add bulk water supply 
contracts to its existing client base, but consistently failed to do so according to the 
organisation’s performance indicators. This is probably the most critical missing factor 
in ensuring that the organisation will in future be able to realise its vision of becoming 
the “bulk water service provider for the Eastern Cape”. The conclusion is that the 
organisation should grow its bulk water supply in order to achieve business 
effectiveness and grow the organisation to become the preferred bulk water supplier 
in the Eastern Cape.   
 
.  
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4. CHAPTER 4:  RESEARCH METHODOLOGY 
 
4.1 Introduction 
 
The main purpose of this chapter is to provide insight into the research methodology 
that will be used to conduct research on corporate performance measurement and 
management at Amatola Water and factors needed to improve the overall 
performance of the organisation.  Research has been described as a systematic 
investigation or inquiry whereby data is collected, analysed and interpreted in some 
way in an effort to understand, describe, predict or control an educational or 
psychological phenomenon or to empower individuals in such contexts (Mackenzie & 
Knipe, 2006).  
 
The performance function implies a focus on actors, implementation strategy, 
development of a measurement system, an objective setting, related and adequate 
audit systems, and a performance-oriented management system (Bouckaert & Peters, 
2002). Research methodology is described as an approach to the process of research 
encompassing a body of methods (Collis & Hussey, 2014). It may also be described 
as the science of methods, especially a branch of logic dealing with the logical 
principles underlying the organisation of the various special sciences, and the conduct 
of scientific inquiry (Mackenzie & Knipe, 2006). Both authors share similarities in their 
definitions of research methodology in that it is a systematic and theoretical analysis 
of methods applied to the field of research. This chapter also intends to discuss in 
detail the research design chosen by the researcher and provision of justification for 
the selected methods to conduct the study.   
 
4.2 The Research Paradigm 
 
A research paradigm is a framework that guides how research should be conducted, 
based on people’s philosophies and their assumptions about the world and the nature 
of knowledge (Collis & Hussey, 2014). There are three research paradigms which may 
be used as approaches to conduct research and they are qualitative research, 
quantitative research and mixed methods research. 
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4.3 Quantitative Research 
 
The purpose of this section is to consider the strengths and weaknesses of 
undertaking a quantitative study.  
 
4.3.1 Strengths   
 
 Precise - through quantitative and reliable techniques 
 Control - through sampling methods and design 
 It has the ability to establish a relationship between a cause and effect 
 Statistical test and procedures allow for sophisticated analyses 
 The results may be recreated 
 
4.3.2 Weaknesses   
  
 Inability to control all variables due to complex human experiences 
 Due to human agency, individuals do not all respond in a similar manner as inert 
matter in the physical sciences; 
 Its mechanistic spirit often excludes the notion of independence, choice and 
moral responsibility; 
 Quantification may be limiting the study itself. 
 Individual experiences and their interpretations are not accommodated  
 The assumption is that there is one set of facts and apply to all respondents 
consistently 
 Quantitative research frequently generates common and inconsequential 
findings due to limitations and controlling of variables. 
 Not completely objective due to researcher’s subjective involvement in the choice 
of the topic and interpretation of research results. 
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4.4 Qualitative Research 
 
The purpose of this section is to consider the strengths and weaknesses of 
undertaking a qualitative study. 
 
4.4.1 Strengths 
 
 As a result of the researcher being closely involved in the study, the researcher 
is able get an insider's view which allows the researcher to probe even further to 
identify issues which would have been missed by a more positivist study 
 Qualitative descriptions can play the important role of suggesting possible 
relationships, causes, effects and dynamic processes.  
 Ability to discover new knowledge and insight due to its narrative style of 
research 
 Qualitative research enables the research to provide solutions for social analysis. 
 
4.4.2 Weaknesses 
 
 Inadequate validity and reliability due to lack of application of conventional 
standards and insight is generated from a single source 
 Every situation is unique and cannot be duplicated in order to draw general 
conclusions 
 Data collection, analysis and interpretation are extensive. 
 Researcher may be prejudicial on the subjects of study. 
 Matters of anonymity and confidentiality bring about challenges during the 
selection of findings. 
 Perceptions of both researcher and participants have to be identified and 
explained due to issues of bias. 
 
4.5 Combination of Qualitative and Quantitative  
 
In research approaches, it is clearly obvious that a gap between qualitative and 
quantitative exists. This is due to the fact that each distinctively belongs to a different 
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paradigm (Brannen, 2016). The difference between the two paradigms relate to the 
number of levels concerning the production of knowledge and research process, the 
exclusive level of philosophy, the level of ‘middle range’ theory as explained in the 
theoretical framework, and the level of methods and techniques (Brannen, 2016). The 
assumption is that there exists a correlation between philosophy, theory and method 
(Brannen, 2016).  
 
Nevertheless, the difference is most frequently applied at the level of methodology, 
data collection process and the manner in which data is recorded and analysed. While 
numerous researchers quite often identify themselves as belonging to one or the other 
paradigm, some are happy to combine both qualitative and quantitative approaches. 
The combination of both methodologies in a single research brings about a question 
of movement between the two paradigms at the level of philosophy and theory. 
Irrespective of whether the movement does occur, the combination of two 
methodologies will highlight the importance of deciding on one over the other. In any 
event, researchers are bound to come to realise that the research process is often 
untidy and does not conform to the models prescribed in methodology textbooks.  In 
practice, it is uncommon for philosophy or theory to be the only determinant of 
methodology.  
 
For the purposes of this study, the researcher will use the quantitative approach to 
conduct the research. The reason the researcher is adopting this approach is 
particularly determined by the assumptions, influenced by the positivistic research 
paradigm as opposed to an interpretivism research paradigm and by the nature of the 
research problem. Comparison between positivism and interpretivism research 
paradigms is explained in the table below: 
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TABLE 4.1: Comparison between Positivism and Interpretivism Research 
Paradigms: 
 
POSITIVISM INTERPRETIVISM 
Use large samples Use small samples 
Have an artificial location Have a natural location 
Concerned with Hypothesis testing Concerned with generating theories 
Produce precise, objective, quantitative data Produce rich subjective, qualitative data 
High reliability but low validity Low reliability and high validity 
Results generalized from sample to 
population 
Results generalized from one setting to 
another similar setting 
   Source: Collis & Hussey (2014) 
 
The above research paradigms are on opposite ends of the continuum and neither is 
right nor wrong. The decision to choose one over the other is influenced by the nature 
of the research problem. This research will pay special attention to the above table in 
order to ensure that there are no contradictions or deficiencies in the design of the 
research. Therefore, based on the above table, the appropriate research paradigm 
suitable for the study is positivism due to the elements associated with a positivistic 
study.   
 
4.6 Research Methodology 
 
As stated above, research methodology refers to an approach to the process of 
research encompassing a body of methods (Collis & Hussey, 2014) or the science of 
methods, especially a branch of logic dealing with the logical principles underlying the 
organisation of the various special sciences, and the conduct of scientific inquiry 
(Mackenzie & Knipe, 2006). This section will examine in detail techniques such as 
research population, sampling design, data collection methods, and response rate.  
 
4.7 Population  
 
Population is defined as any precise body of people or objects under consideration for 
statistical purposes (Collis & Hussey, 2014).  The population for this study is all full-
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time employees at Amatola Water Board. Amatola Water Board is a state owned 
enterprise established under the Water Services Act (108 of 1997). AW is a rural water 
board established primarily to service the Eastern Cape Province with bulk water 
services and sanitation. The staff compliment of full-time employees is Three Hundred 
and Forty (340). The staff comprises of Two Hundred and Thirty Eight (238) males 
employees and One Hundred and Two (102) female employees respectively. 
 
4.8 Sampling Frame 
 
A sampling frame is a record of the population from which a sample can be drawn 
(Collis & Hussey, 2014). Since this study will be conducted under the positivism 
paradigm, the sample will be an unbiased subset of the population. A sample 
according to (Collis & Hussey, 2014) is a subset of a population. The size of the sample 
is One Hundred and Thirty (130) full-time employees. The sample is split between the 
female gender and the male gender. Female representation is Sixty Five (65) 
employees against Sixty (60) male employees. The gender split is representative of 
the population. The age of the respondents will range from 25 years to 65 years and 
the confidence interval for the study will be 95% with a 7% margin of error.    
 
4.9 Sample Selection  
 
A sample may either be biased or unbiased based on the method of selection. Two 
different methods for selecting a sample are available to the researcher. One is 
probability sampling method and the other non-probability sampling method.  
 
4.10 Probability Sampling  
 
In probability sampling, a sample is selected randomly and is equivalent to a lottery 
where every number has an equal chance of being drawn (Collis & Hussey, 2014). It 
has distinctive characteristics which ensure that each participant in the population has 
an equal opportunity to be selected. Under sampling (Collis & Hussey, 2014) have 
identified various forms of probability and non-probability sampling methods which are 
similar to (Khothari, 2004). The sampling methods include: 
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a) Deliberate sampling: Deliberate sampling is also known as purposive or non-
probability sampling. This sampling method involves purposive or deliberate 
selection of particular units of the universe for constituting a sample which 
represents the universe. When population elements are selected for inclusion 
in the sample based on the ease of access, it can be called convenience 
sampling. At times such a procedure may give very biased results particularly 
when the population is not homogeneous. On the other hand, in judgement 
sampling the researcher’s judgement is used for selecting items which he 
considers as representative of the population (Khothari, 2004).  
 
b) Simple random sampling: This type of sampling is also known as chance 
sampling or probability sampling where each and every item in the population 
has an equal chance of inclusion in the sample and each one of the possible 
samples has the same probability of being selected. This procedure gives each 
item an equal probability of being selected. In case of infinite population, the 
selection of each item in a random sample is controlled by the same probability 
and that successive selections are independent of one another (Khothari, 
2004). 
 
c) Systematic sampling: In some instances the most practical way of sampling 
is to select every 15th name on a list, every 10th house on one side of a street 
and so on. Sampling of this type is known as systematic sampling. An element 
of randomness is usually introduced into this kind of sampling by using random 
numbers to pick up the unit with which to start. This procedure is useful when 
the sampling frame is available in the form of a list. In such a design the 
selection process starts by picking some random point in the list and then every 
15th element is selected until the desired number is secured (Khothari, 2004).  
 
d) Stratified sampling: If the population from which a sample is to be drawn does 
not constitute a homogeneous group, then stratified sampling technique is 
applied so as to obtain a representative sample. In this technique, the 
population is stratified into a number of no overlapping subpopulations or strata 
and sample items are selected from each stratum. If the items selected from 
each stratum is based on simple random sampling the entire procedure, first 
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stratification and then simple random sampling, is known as stratified random 
sampling (Khothari, 2004).  
 
e) Quota sampling: In stratified sampling the cost of taking random samples from 
individual strata is often so expensive that interviewers are simply given quota 
to be filled from different strata, the actual selection of items for sample being 
left to the interviewer’s judgement. This is called quota sampling. The size of 
the quota for each stratum is generally proportionate to the size of that stratum 
in the population. Quota sampling is thus an important form of non-probability 
sampling. Quota samples generally happen to be judgement samples rather 
than random samples (Khothari, 2004) .  
 
f) Cluster sampling and area sampling: Cluster sampling involves grouping the 
population and then selecting the groups or the clusters rather than individual 
elements for inclusion in the sample. The clustering approach can, however, 
make the sampling procedure relatively easier and increase the efficiency of 
field work, especially in the case of personal interviews. Area sampling is quite 
close to cluster sampling and is often talked about when the total geographical 
area of interest happens to be big one. It also makes the field interviewing more 
efficient since the interviewer can do many interviews at each location 
(Khothari, 2004).  
 
g) Multi-stage sampling: This is a further development of the idea of cluster 
sampling. This technique is meant for big inquiries extending to a considerably 
large geographical area like an entire country. Under multi-stage sampling the 
first stage may be to select large primary sampling units such as states, then 
districts, then towns and finally certain families within towns. If the technique of 
random-sampling is applied at all stages, the sampling procedure is described 
as multi-stage random sampling (Khothari, 2004).  
 
h) Sequential sampling: This is somewhat a complex sample design where the 
ultimate size of the sample is not fixed in advance but is determined according 
to mathematical decisions on the basis of information yielded as the survey 
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progresses. This design is usually adopted under acceptance sampling plan in 
the context of statistical quality control (Khothari, 2004). 
 
During a research project, the different types of sampling methods described above 
may be used in the same study. The sampling method is therefore regarded as mixed 
sampling. It is recommended that a researcher should use random sampling in order 
to ensure bias is eliminated and sampling error can be estimated. Although non-
probability sampling is an option considered to be the most appropriate when the 
population is small and its characteristics to be studied are known, in this particular 
instance, it is financially inefficient for the researcher to consider the population due to 
units which are located in scattered geographical areas. Therefore, the researcher has 
selected simple random sampling for this particular study. The simple random 
sampling method is chosen due to its probability that each unit in the population has 
an equal chance of being included in the sample.  
 
Figure 4.1 Overview of Data Collection Method in a Positivistic  
  Study 
 
 
Source: Collis and Hussey (2014) 
 
Step 1
• Choose a sampling method
Step 2
• Identify the variables
Step 3
• Choose data collection method(s)
Step 4
• Conduct pilot study and modify method as necessary
Step 5
• Collect the research data
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The researcher chose simple random sampling to conduct the study, which is part of 
probability sampling. The decision to choose random sampling method is influenced 
by the variables involved in performance measurement and management. 
 
4.11 Instrument of Research 
 
After the critical factors of the proposed research have been defined and the research 
methodology has been determined, the next appropriate step for the researcher is to 
design and or research a suitable measurement instrument and evaluate its feasibility 
for use in the study (Dunemn, Roehrs, & Wilson, 2017). In quantitative research 
studies, researchers survey a wide range of phenomena, which require a large 
disposition of quantitative data collection instruments.  Quantitative measurement 
methods are those that assess data or information that can be measured. The 
common quantitative measurement approaches used in practice research include 
questionnaires, observations and interviews (Dunemn, Roehrs, & Wilson, 2017). 
Therefore, the decision to choose the best suitable data collection instrument to 
capture the phenomena of interest is an essential step in the development of the 
research proposal method. 
 
For the purpose of this study, the researcher chose to use a structured questionnaire 
as an instrument of data collection. The instrument was anchored to a five (5) point 
Likert scale. The Likert scale required the respondents to indicate their level of 
agreement with the statement. The statements ranged from strongly disagree to 
strongly agree. The data collection instrument consisted of Thirty Five (35) questions. 
Corporate performance measurement and management is the dependent variable. 
Knowledge, rewards, accountability, responsibility and effectiveness were listed in the 
questionnaire as the independent variables.   
 
4.12 Pilot Study 
 
A pilot study defined as a mini version or a trial run of a full study is designed to test 
the research instrument for improvement purposes.  A pilot study helps the researcher 
to determine how the questions are interpreted and understood by the respondents. 
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The feedback that is received from the pre-testing is then used to improve the 
questions that may be ambiguous and those that may lead to misinterpretations.  
 
The advantages of a pilot study are explained as follows: 
 
 Is helps in testing the hypothesis and this may lead to a more precise hypothesis 
in the main study, 
 It also provides the researcher with ideas and clues that may not have been seen 
prior to a pilot study, thus enabling the researcher to get clearer findings in the 
main study, 
 The researcher may also be able to check the planned data collection instrument 
in order to make alterations should a need arise, 
 Unanticipated problems are reduced due 
 The researcher may try a number of alternative measures in the study in order 
to get clearer results during the main study 
 
The pilot study goes further to recommend to students who have less experience in 
research to consider a pilot study, which may be to a few respondents in order to 
benefit the student. However, for this study, a pilot study was not conducted due to 
limited time available for the researcher to conclude the main study.  
 
4.13 Data Collection Process 
 
The questionnaires were distributed to Amatola Water employees. The employees are 
located in different workstations which are scattered around the Eastern Cape 
Province. The questionnaires were mainly distributed via emails and some were hand 
delivered to employees who have no access to emails. The researcher did not make 
use of field workers due to lack of funding. A Microsoft Word and a Portable Document 
Format version were both distributed via emails. This practice allowed the respondents 
to choose either to complete the questionnaire manually or electronically. The decision 
to provide respondents with the option was based on previous studies conducted by 
the organisation. The feedback from previous studies conducted by Amatola Water 
was that employees largely prefer manual completion of questionnaires. Therefore, 
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the researcher decided to allow respondents to complete the questionnaires manually 
in order to get sufficient participation.  
 
The questionnaires were distributed with instructions on how to complete them and 
the researcher made himself available to respond to queries which may arise. 
Respondents from management positions were given one (1) week and bargaining 
unit respondents were given two (2) weeks to complete and return the questionnaires. 
Respondents were given the option to return the questionnaires by either hand 
delivering them at the reception to ensure anonymity or scan and email to the 
researcher. Respondents were assured anonymity once questionnaires were returned 
to avoid victimisation because some statements involved their immediate superiors.  
 
The sample size was One Hundred and Thirty (130) and One Hundred and Twenty-
Seven (127) questionnaires were returned. This translated to Ninety Eighty percent of 
questionnaires available for data analysis and interpretation. However, due to lack of 
funding, the returned questionnaires were captured on a Microsoft Excel spreadsheet 
by the researcher himself. The spreadsheet was handed over to the statistician to 
extract descriptive statistical analysis of the biographical data and extract correlation 
statistics.      
 
4.14 Conclusion 
 
The purpose of the above chapter was for the researcher to provide the reader with 
an overview of the research methodology that will be used to conduct the research.  
Research has been described as a systematic investigation or inquiry whereby data 
is collected, analysed and interpreted in some way in an effort to understand, describe, 
predict or control an educational or psychological phenomenon or to empower 
individuals in such contexts (Mackenzie & Knipe, 2006). Research methodology is 
described as an approach to the process of research encompassing a body of 
methods (Collis & Hussey, 2014). It may also be described as the science of methods, 
especially a branch of logic dealing with the logical principles underlying the 
organisation of the various special sciences, and the conduct of scientific inquiry 
(Mackenzie & Knipe, 2006). 
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During the discussion on the research methodology, emphasis was placed on the 
development and administration of the research instrument and selection of the most 
suitable sampling method. This chapter also indicated that the study was a positivistic 
study and the sample size of 130 respondents would be used to collect data. In chapter 
five, the empirical results of the research study will be presented and analysed. 
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5. CHAPTER 5: STATISTICAL REPORT ON THE CORPORATE 
PERFORMANCE MEASUREMENT OF THE AMATOLA WATER BOARD  
 
5.1 Introduction 
 
The prerequisites for inculcating a high performance of corporate culture depend to a 
large extend on its employee infrastructure, training, progression and the 
implementation management and evaluation of performance measures and employee 
appraisal. How the management of performance appraisal is understood by the 
employees and management of the Amatola Water Board is the subject of this 
statistical report. The report is the result of a survey of 125 Amatola Water Board 
employees. 
 
The report is divided into the sections and subsections that arise out of the research 
questions taken from the full investigation into this aspect of the organisation’s 
management and deals firstly with the demography of those employed. This will be 
followed by the analysis of the expectations of the employees, the penetration of the 
corporate strategy and the understanding of management regarding the 
implementation of the performance management policy framework. Finally, the validity 
and reliability of the statistical analysis will be briefly discussed. 
 
5.2 The Pre-requisites for a Culture of Performance and Management 
 
An analysis of the demographic infrastructure of the employees of the organisation 
shows certain aspects of homogeneity. All employees surveyed are South African 
citizens and permanently employed by the organisation. There are no foreign 
nationals, or employees with refugee status among those questioned for this study. 
There are additionally no contractual, temporary or intern employees among those 
surveyed. Of those surveyed, only two employees (1.6%) declared a disability.  
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5.2.1 Demographic infrastructure 
 
The following tables and figures give the non-homogenous demographic infrastructure 
of the organisation. 
 
Table 1: Age of employees 
 
 Frequency Percent Cumulative 
Percent 
 
25-34 33 26.4 26.4 
35-44 53 42.4 68.8 
45-54 21 16.8 85.6 
55-64 18 14.4 100.0 
Total 125 100.0  
 
Figure 1: Age of employees 
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The data shows that the predominant age group of the employees is between 35 and 
44 years (Table 1, Figure 1). This age group accounts for more than half of the 
employees surveyed. Over 26% of employees fall into the age group of 25-34 (Table 
1). There are no employees among those surveyed, below 25 years of age and none 
over 64 (Table 1). Whilst those employees surveyed appear to be in their prime years, 
there appears to be fewer employment opportunities given to the younger age group 
within this organisation. 
 
Table 2: Gender of employees 
 
 Frequency Percent Cumulative 
Percent 
 
Female 65 52.0 52.0 
Male 60 48.0 100.0 
Total 125 100.0  
 
 
Figure 2: Gender of employees 
 
 
 
 
Male, 60, 48%
Female, 65, 
52%
Employee Data by Gender
Male Female
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The ratio of female to male employees is almost equal with only a little more than half 
(52%) of the employees being female (Table 2, Figure 2). Analysis of the database 
shows that of the female employees 31 (47.7%) hold positions of Senior Official or 
above. This is indicative of good implementation of gender equality in employment 
opportunities within the organisation.  
 
Table 3: Race of employees 
 
 Frequency Percent Cumulative 
Percent 
 
Black 97 77.6 77.6 
Coloured 18 14.4 92.0 
White 10 8.0 100.0 
Total 125 100.0  
 
 
Figure 3: Race of employees 
 
 
 
Of those surveyed almost 78% (actual 77.6%) are black which is close to the nationally 
representative demographic (79%) (Table 3, Figure 3). White employees encompass 
Black, 97, 
78%
Coloured, 
18, 14%
White, 10, 8%
Employee Data by Race
Black Coloured White
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8% of employees and Coloured employees 14%, there are no Indian employees 
among those surveyed.  
 
Table 4: Language of employees 
 
 Frequency Percent Cumulative 
Percent 
 
isiXhosa 96 76.8 76.8 
isiZulu 1 .8 77.6 
Afrikaans 3 2.4 80.0 
English 25 20.0 100.0 
Total 125 100.0  
 
Figure 4: Language of employees 
 
 
 
There is only one isiZulu speaker (0.8% of the linguistic demography) among the 
employees surveyed, with the majority (76.8%) being isiXhosa speaking, which is 
compatible with the racial demography (Table 4, Figure 4). English speaking 
employees account for 20% and Afrikaans 2.4% of the linguistic demography (Table 
4, Figure 4).  
 
isiXhosa, 96, 
77%
isiZulu, 1, 1%
Afrikaans, 3, 2%
English, 25, 20%
Employee Data by Language
isiXhosa isiZulu Afrikaans English
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Table 5: Employee spread across departments 
 
 Frequency Percent Cumulative Percent 
 
Operations 59 47.2 47.2 
Information 
technology 
3 2.4 49.6 
Supply chain 
management 
6 4.8 54.4 
Finance 17 13.6 68.0 
Corporate services 9 7.2 75.2 
Human resources 5 4.0 79.2 
Planning & 
development 
8 6.4 85.6 
Scientific services 2 1.6 87.2 
CEO office 10 8.0 95.2 
Maintenance & 
related areas 
6 4.8 100.0 
Total 125 100.0  
 
The highest number of employees surveyed in any single department are those who 
work in operations (59), accounting for almost half (47.2%) of employees (Table 5, 
Figure 5).  This is followed by employees in finance (13.6%) and the office of the Chief 
Executive Officer (CEO) (8%) (Table 5). Scientific services account for only two 
members of staff surveyed (1.6%) and Information Technology (IT) three, (2.4%) 
(Table 5). The departmental profile of employees is also depicted graphically in Figure 
5. 
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Figure 5: Employee spread across departments 
 
 
Table 6: Educational levels of employees 
 
 Frequency Percent Cumulative Percent 
 
Uncompleted 
secondary 
17 13.6 13.6 
Completed secondary 67 53.6 67.2 
Certificate 2 1.6 68.8 
National diploma 24 19.2 88.0 
Bachelor degree or 
equivalent 
10 8.0 96.0 
Bachelor degree with 
honours 
4 3.2 99.2 
Master’s degree 1 .8 100.0 
Total 125 100.0  
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Figure 6: Educational levels of employees 
 
 
The educational levels of the employees surveyed spread from an uncompleted 
secondary education (below matriculation level) to that of a post-graduate education 
(Masters’ degree) (Table 6, Figure 6). There is a definite skew downwards, however, 
(Figure 6) as most employees have not progressed beyond a secondary education 
(67.2%), with 17 employees (13.6%) not having completed secondary education. Non-
compulsory tertiary education has been achieved by 41 employees (32.8%), the 
majority of whom, (24, 19.2%) have achieved a National Diploma in their respective 
areas of expertise.  
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Table 7: Spread of employee job grades 
 
 Frequency Percent Cumulative 
Percent 
 
Junior official grade A 11 8.8 8.8 
Junior official grade C 16 12.8 21.6 
Junior official grade D 4 3.2 24.8 
Junior official grade E 1 .8 25.6 
Junior official grade F 22 17.6 43.2 
Junior official grade G 11 8.8 52.0 
Senior official grade H 22 17.6 69.6 
Senior official grade I 11 8.8 78.4 
Senior official grade J 8 6.4 84.8 
Junior manager grade K 11 8.8 93.6 
Middle manager grade L 4 3.2 96.8 
Middle manager grade M 1 .8 97.6 
Senior manager grade N 3 2.4 100.0 
Total 125 100.0  
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Figure 7: Spread of employee job grades 
 
 
 
The job grades of those surveyed is spread from junior official grade A through to 
senior management grade N (Table 7, Figure 7). The predominant grades are those 
of junior official grade F and senior official grade H, both of which are relatively central 
to the spread of grades. Although the spread is slightly skewed downwards toward the 
lower grades, the four centre grades accounted for 66 (52.8%), of the employees 
(Figure 7).  
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Table 8: Correlation between education and job grade 
 
 Education Job Grade 
Education 
Pearson Correlation 1 .501** 
Sig. (2-tailed)  .000 
N 125 125 
Job Grade 
Pearson Correlation .501** 1 
Sig. (2-tailed) .000  
N 125 125 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
One aspect of fair employment would be that of the employment of persons who are 
most qualified for a given position and the matching of grades of employment and 
promotion practices to educational attainment.  In this survey of employees, Table 8 
shows a strong positive correlation (Pearson) between the level of education of the 
employees and their job grade, (r = .501, p = .001)1 showing that a higher level of 
education of an employee is associated with a higher job grade (Table 8). The 
correlation is statistically significant at the .01 level showing a 99.99% confidence 
interval that the result was not obtained by chance. 
 
5.3 The Expectations of the Employees of Amatola Water Regarding 
Performance Measurement, Management Policy Framework and its 
Implementation 
 
There were 35 Likert-scale statements offered to the participant employees of this 
study that asked whether the respondent strongly disagreed, disagreed, was neutral 
(or had no opinion), agreed or strongly agreed with the statements concerned. All 
statements pertain to various aspects of performance measurement, and its 
management within the organisation. The following data pertains to the Likert-scale 
questionnaires that the employees answered regarding the understanding that they 
have of performance measurement.  
                                           
1 In the reporting of the statistical analysis of a correlation one does not report a perfect correlation of .000 as given. Convention states that 
such a correlation is reported as .001. 
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5.3.1 The level of understating of Amatola Water employees about 
corporate performance  
 
In this sub-section, the following tables give information on the respondents’ 
understanding of corporate performance and why this is measured. 
 
Table 9: I understand the reasons my supervisor measures my performance 
 
 Frequency Percent Cumulative 
Percent 
 
Strongly 
disagree 
6 4.8 4.8 
Disagree 10 8.0 12.8 
Neutral 14 11.2 24.0 
Agree 42 33.6 57.6 
Strongly agree 53 42.4 100.0 
Total 125 100.0  
 
Most employees surveyed (95 in total), either agree (33.6%), or strongly agree 
(42.4%), with the statement of understanding, as to reasons why performance is 
measured by their supervisors (Table 9).  A smaller number of employees were neutral 
about this statement 14 (11.2%), with only a cumulative 16 employees surveyed 
(12.8%), not understanding why their performance is measured. 
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Table 10: I understand the reasons the performance of the organisation is measured 
 
 Frequency Percent Cumulative 
Percent 
 
Strongly 
disagree 
3 2.4 2.4 
Disagree 12 9.6 12.0 
Neutral 19 15.2 27.2 
Agree 41 32.8 60.0 
Strongly agree 50 40.0 100.0 
Total 125 100.0  
 
Most employees surveyed (91 in total), either agree (32.8%), or strongly agree (40%), 
with the statement of understanding, as to reasons why performance of the 
organisation is measured (Table 10).  A smaller number of employees were neutral 
about this statement 19, (15.2%), with only a cumulative 15 employees surveyed 
(12%), not understanding why the organisational performance is measured. 
 
Table 11: I understand the implications of poor performance scores 
 
 Frequency Percent Cumulative 
Percent 
 
Strongly 
disagree 
2 1.6 1.6 
Disagree 22 17.6 19.2 
Neutral 21 16.8 36.0 
Agree 41 32.8 68.8 
Strongly agree 39 31.2 100.0 
Total 125 100.0  
 
Most employees surveyed (80 in total), either agree (32.8%), or strongly agree 
(31.2%), with the statement of understanding, as to the implications of mediocre or 
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inferior performance scores (Table 11). A smaller number of employees were neutral 
about this statement 14 (11.2%), whilst a cumulative 16 employees surveyed (12.8%), 
do not understand the implications of mediocre or inferior performance. 
 
Table 12: I understand how my performance impacts the organisation 
 
 Frequency Percent Cumulative 
Percent 
 
Strongly 
disagree 
2 1.6 1.6 
Disagree 20 16.0 17.6 
Neutral 9 7.2 24.8 
Agree 53 42.4 67.2 
Strongly agree 41 32.8 100.0 
Total 125 100.0  
 
Most employees surveyed (94 in total), either agree (42.4%), or strongly agree 
(32.8%), with the statement of understanding, as to how individual employees’ 
performance affects the organisation (Table 12). A smaller number of employees were 
neutral about this statement (7.2%), whilst a cumulative 22 employees surveyed 
(17.6%), do not understand how their own personal performance (or lack thereof) 
impacts the organisation.  
 
The implications of Tables 9-12, appear to be that whilst the majority of those surveyed 
have a good understanding of why performance is measured, the wider implications 
of performance scores and individual pursuit of superior performance, a smaller 
minority do not. An analysis of the excel spreadsheet and access database, revealed 
that there are five employees who disagree or strongly disagree with all the statements 
pertaining to the understanding of performance measurement and its importance. All 
of these employees are male and all have an uncompleted or completed secondary 
education but no tertiary education, three are employed at job grade A, one at C and 
one at grade H. The analysis possibly accounts for the relationship between education 
and job grade and perceptions and value of performance. Table 13 gives the 
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correlation between job grade and employees understanding of how their performance 
impacts the organisation. 
 
Table 13: Correlation between job grade and an understanding of the organisational 
impact of individual performance 
 
 Job 
Grade 
I understand how 
my performance 
impacts the 
organisation 
Job Grade 
Pearson 
Correlation 
1 .373** 
Sig. (2-tailed)  .000 
N 125 125 
I understand how my 
performance impacts the 
organisation 
Pearson 
Correlation 
.373** 1 
Sig. (2-tailed) .000  
N 125 125 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
In this survey of employees there is a strong positive correlation (Pearson) between 
the level of the employees’ job grade, and their understanding of how their individual 
performance impacts on the organisation as a body (r = .373, p = .001). Table 13 
shows that higher levels of understanding and association between individual and 
corporate performance rise with an employee’s job grade. The correlation is 
statistically significant at the .01 level showing a 99.99% confidence interval that the 
result was not obtained by chance. 
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5.3.2 Employees’ opinions about performance appraisals, rewards, 
recognition, training and development and performance problems 
 
The following tables in this sub-section analyse the opinions with respect to the 
rewards, recognition of performance, training, development and challenges that arise 
from the appraisal system.  
 
Table 14: Amatola Water rewards and recognises high performance 
 
 Frequency Percent Cumulative 
Percent 
 
Strongly 
disagree 
21 16.8 16.9 
Disagree 29 23.2 40.3 
Neutral 25 20.0 60.5 
Agree 44 35.2 96.0 
Strongly agree 5 4.0 100.0 
Total 124 99.2  
       Missing 1 .8  
Total 125 100.0  
 
With respect to the recognition and rewards for of high performance, whilst 49 
respondents (39.2%) agree or strongly agree that high performance is recognised and 
rewarded, an almost equal number 50 (40%) do not (Table 14). A smaller number are 
neutral (25) and one employee did not answer the question. 
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Table 15: Employees are consulted on how they will be rewarded 
 
 Frequency Percent Cumulative 
Percent 
 
Strongly disagree 14 11.2 11.2 
Disagree 30 24.0 35.2 
Neutral 42 33.6 68.8 
Agree 30 24.0 92.8 
Strongly agree 9 7.2 100.0 
Total 125 100.0  
 
The analysis of the information as to whether employees feel that they are consulted 
on how they will be rewarded is again split, with roughly one third 42 (33.6%) being 
neutral (Table 15). Those who disagree or strongly disagree, total 44 (35.2%), with the 
remaining numbers agreeing or strongly agreeing that employees are consulted on 
how they will be rewarded. In this regard, it appears as if the employees surveyed are 
generally dissatisfied with the consultation process when it comes to recognition and 
rewards for performance.  
 
Table 16: Recognition and reward is consistent throughout the organisation 
 
 Frequency Percent Cumulative 
Percent 
 
Strongly 
disagree 
22 17.6 17.6 
Disagree 45 36.0 53.6 
Neutral 32 25.6 79.2 
Agree 19 15.2 94.4 
Strongly agree 7 5.6 100.0 
Total 125 100.0  
 
 Page | 69  
 
With respect to whether recognition and reward is consistent throughout the 
organisation, most of the respondents disagree 67 (53.6%) (Table 16). Roughly a 
quarter of employees 32 (25.6%) are neutral whilst only 19 agree and 9 strongly agree 
(totalling together 26 (20.8%).  
 
Table 17: Recognition and rewards are consistent with performance 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
26 20.8 20.8 
Disagree 42 33.6 54.4 
Neutral 24 19.2 73.6 
Agree 21 16.8 90.4 
Strongly agree 12 9.6 100.0 
Total 125 100.0  
 
Table 17 shows that once again, there is general disagreement with this statement, 
with the majority (a cumulative 54.4%) disagreeing or strongly disagreeing. Whilst 24 
of the employees surveyed are neutral on this statement, 33 (27.4%) agree or strongly 
agree that recognition and rewards are consistent with performance (Table 17). 
 
Table 18: I have received training on how to perform my job at the expected standard 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
25 20.0 20.0 
Disagree 27 21.6 41.6 
Neutral 19 15.2 56.8 
Agree 50 40.0 96.8 
Strongly agree 4 3.2 100.0 
Total 125 100.0  
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With respect to training on how to perform the job at hand, there was a more positive 
response than given in the previous statements, in that 50 employees agree and four 
agreed strongly, a total of 43.2% (Table 18). These figures however, still constitute 
less than half of those surveyed, with 19 employees (15.2%) remaining neutral and a 
cumulative 52, (41.6%) disagreeing or strongly disagreeing. 
 
Table 19: Performers who need improvement are given developmental opportunities 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
14 11.2 11.2 
Disagree 20 16.0 27.2 
Neutral 38 30.4 57.6 
Agree 44 35.2 92.8 
Strongly agree 9 7.2 100.0 
Total 125 100.0  
 
With respect to developmental opportunities, 53 (39.4%) of employees surveyed 
believe that employees have the opportunity to develop themselves, whilst 38 
employees are neutral, a smaller number (34, 27.2%), believe that developmental 
opportunities are not given to employees who need to improve their performance 
(Table 19). 
 
Table 20: Training is provided to employees on performance appraisal process 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
17 13.6 13.6 
Disagree 35 28.0 41.6 
Neutral 28 22.4 64.0 
Agree 38 30.4 94.4 
Strongly agree 7 5.6 100.0 
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Total 125 100.0  
 
Linked to that of development is the issue of training. With respect to training on the 
performance appraisal process, just over one third of employees surveyed 45 (36%), 
believe that training is provided for performance appraisals whilst 28 are neutral, many 
of those surveyed disagree or strongly disagree 52 (41.6%) (Table 20). 
 
Table 21: Performance problems are dealt with quickly and consistently 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
15 12.0 12.0 
Disagree 43 34.4 46.4 
Neutral 30 24.0 70.4 
Agree 36 28.8 99.2 
Strongly agree 1 .8 100.0 
Total 125 100.0  
 
With respect to dealing with performance problems, almost half 58 (46.4%) believe 
that performance problems are inadequately dealt with (Table 21). Whilst 30 
employees remain neutral on this aspect, only 37 (29.6%) of respondents believe that 
performance problems are dealt with in an appropriate time and manner.  
Overall, the responses of those surveyed to the statements pertaining to employees’ 
opinions on performance appraisals, rewards, recognition training and development 
were less than enthusiastic. There were 12 respondents who expressed 
dissatisfaction with all the above statements. An analysis of both the excel 
spreadsheet used for data capture and the access database, revealed the 
characteristics of these respondents. All but one is female; eight have not progressed 
beyond secondary education. With only one exception, (at grade H senior official), all 
were at grades commensurate with junior official status. It appears that women at 
lower job grades with a lower standard of education are more likely to believe that the 
appraisal system does not recognise or reward them fairly and that they do not have 
sufficient opportunities for appraisal training and job development. 
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5.3.3 The understanding of the role AW employees play in the 
achievement of its strategic objectives 
 
The role that employees might play in the achievement of strategic objectives, and the 
respondents’ view of how management sees the use of performance appraisals are 
analysed in Tables 22-24.  
 
Table 22: Management views the performance appraisal as a valuable management 
tool 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
9 7.2 7.2 
Disagree 21 16.8 24.0 
Neutral 37 29.6 53.6 
Agree 42 33.6 87.2 
Strongly agree 16 12.8 100.0 
Total 125 100.0  
 
Table 22 shows that with respect to the belief that management views appraisals as a 
valuable management tool, a small majority are generally in agreement 58 (46.4%), 
whilst 37 respondents (29.6%) are neutral on this statement 30 (24%) disagree.  
 
Table 23: The performance management system supports developmental 
opportunities 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
9 7.2 7.2 
Disagree 38 30.4 37.6 
Neutral 30 24.0 61.6 
Agree 43 34.4 96.0 
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Strongly agree 5 4.0 100.0 
Total 125 100.0  
 
As to whether the performance management system supports developmental 
opportunities, employees surveyed, are almost equally split in their opinions. Table 23 
shows that whilst 48 employees (38%) believe that the performance management 
system supports developmental opportunities, 47, and (37.6%) do not, with 30 
employees remaining neutral.  
 
Table 24: The performance appraisal process is simple and quick to do 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
5 4.0 4.0 
Disagree 28 22.4 26.4 
Neutral 39 31.2 57.6 
Agree 39 31.2 88.8 
Strongly agree 14 11.2 100.0 
Total 125 100.0  
 
With respect to the question of simplicity regarding completing the appraisal, Table 24 
shows that whilst 53 employees (42.4%) find the process simple and quick, 33 
employees (36.4%) do not and 39 (31.2%) are neutral.  
 
Overall, with respect to value to management, the support that the appraisal might 
offer to staff development and the ease, simplicity and speed of the process, there is 
no overwhelming consensus. Amongst those who believe that the process has little or 
no management value, is not supportive of development and is less than easy with 
respect to completion, an in-depth analysis of the database reveals the characteristics 
of these 11 respondents. Seven were male and four females, all but three have not 
progressed beyond a secondary education, however, two have diplomas and one a 
degree (or equivalent). Most (7) are employed at the junior official grades with three 
senior officials and one junior manager, responding with dissatisfaction. Of the 33 
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respondents who do not feel that the process is easy or quick, analysis of the database 
found that this opinion spans the full range of educational achievement. This area 
could possibly be one requiring consideration. 
 
5.4 The penetration of the corporate strategy and shareholder’s compact at 
Amatola Water 
 
5.4.1 Employees’ understanding of the corporate and shareholder’s 
strategy 
 
The following tables (Tables 25-30) are an analysis of how the employees surveyed, 
understand the locus of responsibility with respect to corporate performance and 
employee performance, as well as the legal standing of the performance appraisal. 
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Table 25: Performance management is the responsibility of the human resource 
department 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
13 10.4 10.4 
Disagree 29 23.2 33.6 
Neutral 36 28.8 62.4 
Agree 33 26.4 88.8 
Strongly agree 14 11.2 100.0 
Total 125 100.0  
 
There is no consensus with respect to whether the responsibility for performance 
management lies with the human resources department (Table 25). Whilst 47 
employees surveyed (37.6%) thought that it does, 42 (33.6%) disagree and 36 
employees are neutral. 
 
Table 26: The human resources department is the custodian of employee performance 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
10 8.0 8.0 
Disagree 24 19.2 27.2 
Neutral 28 22.4 49.6 
Agree 50 40.0 89.6 
Strongly agree 13 10.4 100.0 
Total 125 100.0  
 
As to whether the human resources department is the custodian of employee 
performance, aside from responsibility, a greater number of employees, agree with 
this sentiment 63 (50.4%), whilst 28 are neutral and 34 (27.2%), disagree (Table 26). 
As to whether the office of the CEO holds responsibility for managing the performance 
 Page | 76  
 
of the organisation, (Table 27) the greater number 76 (52.8%) believe that it does, 
whilst 34 (27.2%) disagree and 28 (22.4%) remain neutral. 
 
Table 27: the office of the CEO is responsible for managing the performance of the 
organisation 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
10 8.0 8.0 
Disagree 23 18.4 26.4 
Neutral 26 20.8 47.2 
Agree 50 40.0 87.2 
Strongly agree 16 12.8 100.0 
Total 125 100.0  
 
As to whether the performance management system is legally defensible, most 
employees surveyed remain neutral on this aspect (51, 40.8%), with 49 (39.2%), 
agreeing that the system is legally defensible and 25 (20%), disagreeing with this 
statement (Table 28). 
 
Table 28: The performance management system is legally defensible 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
3 2.4 2.4 
Disagree 22 17.6 20.0 
Neutral 51 40.8 60.8 
Agree 33 26.4 87.2 
Strongly agree 16 12.8 100.0 
Total 125 100.0  
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Table 29: Performance management measures both the results and how they are 
achieved 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
8 6.4 6.4 
Disagree 21 16.8 23.2 
Neutral 33 26.4 49.6 
Agree 52 41.6 91.2 
Strongly agree 11 8.8 100.0 
Total 125 100.0  
 
As to whether any system of performance measurement holds validity, the extent to 
which it is valid, relies on the extent to which it measures correctly the results of 
performance and measures the items it is supposed to measure. In this respect, 63 
(50.4%) employees agree that that performance management measures both the 
results of employee performance in addition to how the performance is achieved 
(Table 29). There are 33 employees who remain neutral on this point and 29 (23.2%) 
who disagree. 
 
Table 30: Performance management measures the right things 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
9 7.2 7.3 
Disagree 30 24.0 31.5 
Neutral 31 24.8 56.5 
Agree 36 28.8 85.5 
Strongly agree 18 14.4 100.0 
Total 124 99.2  
        Missing 1 .8  
                  Total 125 100.0  
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The second part of the question of the validity of the performance management system 
is given in Table 30. Does the system measure what it is supposed to (does it measure 
the right things)? Many employees feel that it does 54 (43.2%), however, a significant 
number 39 (31.5%) of those surveyed, disagree (Table 30) whilst 31 employees 
remain neutral and one employee did not respond to this statement. As this is an 
important statement and supports to a large extent the question as to whether the 
performance appraisal system is valid in the opinion of the employees, correlations 
were sought between the job grades, education and age group of employees and their 
perspective on what performance management measures were extracted. However, 
there was no positive correlation found and views on the validity of the system (or lack 
thereof) were across the spectrum of age, job grade and educational level.  
 
5.4.2 The contribution AW employees have on the crafting of the 
organisational strategy 
 
There is one statement pertaining to the input of employees into the design of the 
performance management system.  
 
Table 31: The performance management system is designed with inputs from all levels 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
5 4.0 4.0 
Disagree 24 19.2 23.2 
Neutral 33 26.4 49.6 
Agree 47 37.6 87.2 
Strongly agree 16 12.8 100.0 
Total 125 100.0  
 
 
Table 31 gives the views of employees with respect to their input in which, 63 (50.4%) 
agree that input into the system’s design is given across the board; whilst 33 are 
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neutral and 29, (19.2%) disagree. There is no positive correlation between the beliefs 
of the employees in this regard and any other aspect of the employee status. 
 
5.5 The understanding of management regarding the implementation of the 
performance management policy framework 
 
There are two subsections to this area of research into performance management; the 
first deal with the attitude management has regarding corporate performance, and the 
second, their capacity to implement the system correctly and fairly. 
 
5.5.1 The attitude AW management has on the implementation of 
corporate performance 
 
The following tables (Tables 32–40), deal with the beliefs of the employees with 
respect to management attitude.  
 
Table 32: Management treats the process of performance appraisals as ongoing 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
13 10.4 10.4 
Disagree 27 21.6 32.0 
Neutral 32 25.6 57.6 
Agree 46 36.8 94.4 
Strongly agree 7 5.6 100.0 
Total 125 100.0  
 
Many of the employees surveyed 53 (42.4%) believe that management treats the 
process of appraisal as ongoing whilst 32 are neutral and 40 (21.6%) disagree (Table 
32). With respect to whether management are rated on how well they do appraisals, 
(Table 33), 51 (40.8%) of the employees surveyed believe that they are, however, 
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many 27 (21.6%) disagree and 13 (10.4%) strongly disagree, whilst 39 (31.2%) remain 
neutral. 
 
Table 33: Managers are rated on how well they do appraisals 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
8 6.4 6.4 
Disagree 27 21.6 28.0 
Neutral 39 31.2 59.2 
Agree 36 28.8 88.0 
Strongly agree 15 12.0 100.0 
Total 125 100.0  
 
Table 34: Managers are held accountable for doing effective appraisals 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
11 8.8 8.8 
Disagree 25 20.0 28.8 
Neutral 35 28.0 56.8 
Agree 37 29.6 86.4 
Strongly agree 17 13.6 100.0 
Total 125 100.0  
 
On the issue, as to whether managers are held accountable for appraisals, 37 (29.6%) 
employees agreed that they are and 17 (13.6%) strongly agreed with this sentiment 
(Table 34). The remainder of the respondents were almost evenly divided between 
those who were neutral 35 (28%) and those who disagree 36 (28.8%). This aspect of 
accountability (or lack thereof) may be an area for consideration as it raises questions 
of fairness and trust. 
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Table 35 shows that almost half of the employees surveyed 62 (49.6%) believe that 
management are trained on how to conduct effective appraisals, whilst 35 (287% are 
neutral, 25 (20%) disagree, 11 employees (8.8%) strongly disagree. This aspect of 
performance management has implications for the following subsection which reviews 
the capacity of management to conduct appraisals. 
 
Table 35: Training on conducting effective appraisals is provided to management 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
8 6.4 6.4 
Disagree 33 26.4 32.8 
Neutral 22 17.6 50.4 
Agree 48 38.4 88.8 
Strongly agree 14 11.2 100.0 
Total 125 100.0  
 
Table 36: Performers who need improvement are given developmental opportunities 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
14 11.2 11.2 
Disagree 20 16.0 27.2 
Neutral 38 30.4 57.6 
Agree 44 35.2 92.8 
Strongly agree 9 7.2 100.0 
Total 125 100.0  
 
It is the opinion of 53 (42.4%) of the employees surveyed that performers in need of 
improvement are given developmental opportunities, however, 38 employees are 
neutral on this aspect and 20 disagree whilst 14 (11.2%) strongly disagree (Table 36). 
Regarding the ability to appeal the performance appraisal if one disagreed with it, 
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Table 37 shows that approximately believed this to be possible. Of those surveyed 46 
employees (36.8%) agree with the statement on appeals, 18 (14.4%) strongly agreed, 
however, 24 are neutral and 27 (21.6%), disagree. 
 
Table 37: There is an appeal process for employees who disagree with their appraisals 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
8 6.4 6.4 
Disagree 19 15.2 21.6 
Neutral 34 27.2 48.8 
Agree 46 36.8 85.6 
Strongly agree 18 14.4 100.0 
Total 125 100.0  
 
Table 38: Performance appraisals are dealt with quickly and consistently 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
15 12.0 12.0 
Disagree 43 34.4 46.4 
Neutral 30 24.0 70.4 
Agree 36 28.8 99.2 
Strongly agree 1 .8 100.0 
Total 125 100.0  
 
In response to the statement on the speed and consistency of performance appraisals, 
many of the employees surveyed disagree, 43 (34.4%) a good number of them 
strongly 15 (12%), whilst 30 (24%) remain neutral on this point 37 (29.6%) agree 
(Table 38). 
 
Table 39: Performance standards are consistent across the organisation 
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 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
13 10.4 10.4 
Disagree 37 29.6 40.0 
Neutral 33 26.4 66.4 
Agree 31 24.8 91.2 
Strongly agree 11 8.8 100.0 
Total 125 100.0  
 
With respect to the consistency of performance standards across the organisation, 
there is a divided opinion amongst the employees, with a total of 50 disagreeing (40%) 
of which 13 disagree strongly (Table 39). Whilst 33 remained neutral, approximately 
one third, 42 (33.6%) in total, agree (11 strongly agree). As this statement pertains to 
the overall fairness and ethical implementation of the system it is an issue that may 
require consideration. 
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Table 40: Correlation between job grade and perception of consistency of performance 
standards 
 
 Job 
Grade 
Performance standards 
are consistent across the 
organisation 
Job Grade 
Pearson 
Correlation 
1 -.371** 
Sig. (2-tailed)  .000 
N 125 125 
Performance 
standards are 
consistent across the 
organisation 
Pearson 
Correlation 
-.371** 1 
Sig. (2-tailed) .000  
N 125 125 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
Table 40 shows that there is a strong negative correlation (Pearson) between job 
grade and the belief that performance standards are consistent across the 
organisation (r = -.371, p = .001). This shows that the perception of consistency in 
performance standards rises as the employees’ job grade falls. The correlation is 
statistically significant at the .01 level showing a 99.99% confidence interval that the 
result was not obtained by chance. In effect, it is not those at a higher job grade but 
those at the lower job grades that feel the system is fair, however those at the higher 
job grade levels, generally do not. A further investigation in respect of this issue might 
be warranted. 
 
5.5.2 Management’s capacity regarding the necessary skills to 
administer the process 
 
The following tables (41-43) review the employees’ opinions regarding the statements 
pertaining to management’s capacity and skills in administering the appraisal process. 
Although not strictly a part of the section on the capacity of management, the 
penultimate table (44) looks at the obligations of the employees that deal with their 
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awareness of their own obligations towards the organisation in achieving given 
performance targets. The correlation between the employees’ job grade and their 
awareness of the targets that they are required to achieve in their performance 
finalises the statistical analysis of this report. 
 
Table 41: My supervisor is consistent when rating subordinates about performance 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
12 9.6 9.7 
Disagree 18 14.4 24.2 
Neutral 23 18.4 42.7 
Agree 63 50.4 93.5 
Strongly agree 8 6.4 100.0 
Total 124 99.2  
       Missing 1 .8  
                  Total 125 100.0  
 
Linked to the perception of the consistency of the application of the performance 
appraisal in the previous sub-section, is that of the supervisor’s ability to administer 
the performance appraisal consistently with their subordinates. In this respect, there 
is generally reasonable agreement, (71, and 56.8%) with just over half, agreeing or 
strongly agreeing that their supervisor is fair and consistent (Table 41). There are 23 
employees who remained neutral and a total of 30 (24.2%) who disagree, 12 of these 
strongly. 
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Table 42: My supervisor does not favour certain employees over others 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
13 10.4 10.4 
Disagree 16 12.8 23.2 
Neutral 31 24.8 48.0 
Agree 41 32.8 80.8 
Strongly agree 24 19.2 100.0 
Total 125 100.0  
 
Linked to the issue of consistency in rating performance is that of favouritism. Half of 
the employees, (65, and 52%) agree that their supervisor does not favour some 
employees over others, of these, 24 strongly agree that this is the case (Table 42). 
Whilst 31 (24.8%) are neutral, 16 (12.8%) disagree and 13 (10.4%) strongly disagree. 
As this and the previous statement, pertains to fairness in the implementation of the 
process, disagreement regarding the fairness and consistency in implementation of 
the performance appraisal may constitute an area of concern.  
 
Table 43: The targets set by my manager are SMART 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
14 11.2 11.2 
Disagree 18 14.4 25.6 
Neutral 29 23.2 48.8 
Agree 45 36.0 84.8 
Strongly agree 19 15.2 100.0 
Total 125 100.0  
 
Regarding the setting of SMART targets for employee performance, approximately 
half of the employees surveyed believe that targets set are SMART 64 (51.2%), whilst 
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29 (23.2%) remain neutral, a total of 32 (25.6%) employees disagree with this 
statement (Table 43). 
 
4.2.1 The obligations of the employee in respect of targets 
 
Whilst management has an obligation to be fair and consistent as well as adept with 
respect to the appraisal process, they should communicate to employees what targets 
they need to meet. Employees also have an obligation to know what the targets are 
that they are required to meet. Table 44 analyses the number of employees who 
believe that they are aware of the targets which they need to achieve. 
 
Table 44: I am aware of the targets which I need to achieve 
 
 Frequency Percent Cumulative Percent 
 
Strongly 
disagree 
6 4.8 4.8 
Disagree 14 11.2 16.0 
Neutral 18 14.4 30.4 
Agree 63 50.4 80.8 
Strongly agree 24 19.2 100.0 
Total 125 100.0  
 
A total of 87 employees (69.6%) agree or agree strongly that they are aware of the 
targets which they need to meet, whilst 18 remain neutral, 20 (16%) disagree (Table 
44). Whether this is a failing on behalf of the management in their communication or 
that of the employees misunderstanding, is not part of this analysis. Table 45 
correlates the job grade with the awareness of targets to be achieved.  
 
There is a strong positive correlation (Pearson), between job grade and an awareness 
of the targets to be achieved among employees surveyed (r = .320, p= .001) (Table 
45). The correlation is significant at the .01 level indicating a 99.99% confidence 
interval in that this correlation was not obtained by chance. It appears that an 
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awareness of the targets to be achieved rises with the employees’ job grade and level 
of seniority.    
 
Table 45: Correlation between job grade and awareness of targets to be achieved 
 
 
Job 
Grade 
I am aware of the 
targets which I need 
to achieve 
Job Grade 
Pearson 
Correlation 
1 .320** 
Sig. (2-tailed)  .000 
N 125 125 
I am aware of the targets 
which I need to achieve 
Pearson 
Correlation 
.320** 1 
Sig. (2-tailed) .000  
N 125 125 
**. Correlation is significant at the 0.01 level (2-tailed). 
 
 
5.6 Validity and Reliability of the Statistical Analysis  
 
Quantitative validity refers to the fit of the scores of the respondents in this study and 
they are meaningful indicators of the construct being measured. There were two sets 
of data, one referring to the demography of the employees (age, gender, race, 
education and job level) which are descriptive of their attributes. In this respect, the 
questions posed were an exact match for the measurements obtained. The second 
set of data pertains to the statements the researcher made with reference to the 
employee appraisal process, which were answered according to Likert-scale criteria. 
The statements all pertained to the subject of the study. Likert-scales are a common 
and valid method of gathering survey-type data as in this study.  
 
Quantitative reliability of the data rests on the reproducibility of the results of the 
analysis, and poses the question of whether another person using the same data and 
the same method of analysis, would have obtained the same results. All data in this 
report was gathered, coded, imported and extracted using globally valid programmes. 
Data was captured into Microsoft Excel, from which basic analysis and graphical 
representations could be obtained. Statistical® and SPSS® were utilised for extraction 
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(SPSS® proved to be the most adequate fit for the requirements). These programmes 
are recognised for their reliability and any other individual using the same data and the 
same analysis procedures would obtain the same results.   
 
5.7 Conclusion 
 
The purpose of Chapter 5 was to analyse and interpret data gathered through the data 
collection instrument. Test data were presented in tabular and graphical format.  
The objectives of the research as set out in Chapter one were used to guide the 
development of the data instrument, collecting, analysis and interpretation of the data 
in Chapter five. The results of the data analysis indicate that performance 
measurement and management is currently being implemented by the organisation. 
Results also indicate that the higher levels of understanding and association between 
individuals and corporate performance rise with the employee’s grade. Therefore, 
more effort is needed to educate low level employees about the need and 
requirements of performance measurement and management.  
 
The results also suggested that both Human Resources Department and line 
management had a critical role to play in improving the administering of the 
performance measurement and management system and that the efforts of both 
parties were interdependently responsible for implementing the process effectively 
and successfully. The results also indicated a lack of penetration of the shareholder’s 
compact and organisational strategy which means more effort is needed to ensure 
that even lower level employees understand and contribute to the development of the 
organisational strategy. 
 
Chapter 6 will deal with the conclusions and recommendations based on the findings 
of Chapter 5, combined with the rest of the study. The overview of problems and 
limitations encountered during the research will be summarised, as well as 
opportunities for further research. 
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6. CHAPTER 6:  CONCLUSION AND RECOMMENDATIONS 
 
6.1 Introduction 
 
The aim of this study is to assess how to improve the implementation and sustainability 
of corporate performance measurement and management at Amatola Water Board to 
ensure that it achieves business effectiveness. The events which supported the study 
emanated from industrial actions and widespread unhappiness by Amatola Water 
employees regarding the implementation of performance measurement and 
management. It is also to determine whether corporate performance leads to business 
performance. Notwithstanding the public entity’s promulgated area, the performance 
measurement and management indicators were ultimately measured against the 
company’s vision and prospects of realising the vision. The entity’s vision is to lead 
sustainable bulk water services in the Eastern Cape and the effectiveness of the 
entity’s performance is measured against this vision. The performance of the entity 
was then contextualised according to the organisation’s performance management 
policy. This chapter will summarise the findings of the study within the context stated 
above.  
 
6.2 Overview of the Study 
 
The primary objective of the study is to investigate how the culture of high performance 
measurement and management implementation can be inculcated within Amatola 
Water in order to improve organisational performance and achieve business 
effectiveness. In order to achieve this goal, the study focused on soliciting 
understanding on how the employees of Amatola Water perceive the performance 
measurement and management system and whether the framework needs to be 
reviewed in order to assist in the achievement of the organisational strategic goals.  
 
According to the organisational performance management policy, Amatola Water is 
required to meet or exceed at least 75% of its key performance indicators. This 
requirement is enforced through the remuneration and performance management 
policy. The study also sought to establish whether AW consistently achieved its targets 
year on year.  
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Notably, Amatola Water adopted the use of the Kaplan and Norton’s Balanced 
Scorecard as the corporate performance measurement tool. The assumption is that 
the monitoring and evaluation of performance objectives is a process that is often 
reactive instead of being proactive due to notable struggles to back up performance 
claims by means of evidence. In order to achieve the primary objective, the following 
secondary research objectives were pursued: 
 
6.2.1 To examine the pre-requisites for a culture of performance 
measurement and management at Amatola Water 
 
To address this problem, a literature review was conducted in Chapter Two (2). Culture 
was defined as a set of values and beliefs and provides guidelines to employees on 
communication and behaviour in an organisation; therefore, a multifaceted set of 
beliefs, values and norms present different levels of culture which are necessary in 
conducting business effectively and efficiently. According to literature, every culture is 
usually accompanied by a subculture and a subculture is regarded as the organised 
segments which have different set of beliefs, norms and values from that of the 
organisation due to perhaps geographical location, job requirements and or 
departmental goals.  
 
6.2.2 To examine the expectations of the employees of Amatola Water 
regarding performance measurement and management policy 
framework and its implementation 
 
In order to address this problem, the measurement instrument focused on pertinent 
issues relating to the employee’s performance after it is deemed satisfactory. The 
issues relate to employee’s opinions about AW performance appraisal, rewards and 
recognition, training, development and performance problems. Upon review of 
literature, it was noted that the objectives of performance measurement and 
management are continuous monitoring, feedback, dissemination and most 
importantly learning from results (Fryer, Antony, & Ogden, 2009).  
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6.2.3 To examine the penetration of the corporate strategy and 
shareholder’s compact at Amatola Water 
 
In order to investigate the depth of the Amatola Water’s strategy, the measurement 
instrument was crafted to solicit understanding of AW employee’s strategic direction. 
The instrument placed emphasis on whether the employees have any contribution to 
measurement indicators that relate to the strategy. Any form of participation would 
indicate that employees do take part to a certain extent in the crafting of the strategic 
direction. The participation of AW employees in the crafting of the strategy is 
necessary to encourage employee engagement. This is a critical factor in that it 
enhances a sense of belonging because the strategy would no longer be that piece of 
document which only belongs to top management.  
 
6.2.4 To examine the understanding of management regarding the 
implementation of the performance management policy framework 
 
In order to examine the understanding management has regarding the implementation 
of the performance management system, the instrument carefully selected statements 
to gather perceptions on how the responsibility is perceived across the organisation. 
The data produced would provide an indication of what kind of attitude employees 
have against the use performance management systems at Amatola Water. Secondly, 
the intention was to assess the level of capacity management has in carrying out 
performance appraisals. 
 
6.2.5 To provide recommendations on how Amatola Water can improve 
the implementation of performance measurement and management 
policy framework 
 
The above secondary objective intends to gather data on whether employees felt that 
the current system was being implemented in the best way possible and whether they 
think it should be improved. This section would enable the research to marry the 
empirical results with applicable literature and provide recommendations. 
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6.3 Empirical Findings and Recommendations 
 
As indicated above, the main objective of the research study was to investigate how a 
culture of high performance measurement and management implementation can be 
inculcated within Amatola Water in order to improve its performance and achieve 
business effectiveness. A sample of 130 respondents was identified, however only a 
total of 125 respondents participated in the study. This means that the study achieved 
a total response rate of 96%. The sample was selected by means of a simple random 
sampling method. The empirical finding and recommendation to each variable chosen 
for the study will be presented below: 
 
6.3.1 Knowledge 
 
Empirical research was then conducted to address this research question on 125 
respondents.  The data collected from the study was analysed statistically using a 
reliable and valid package STASTICA and a multiple correlation analysis was 
conducted and presented in chapter Five (5). The data showed a strong positive 
correlation between an employee’s job grade and knowledge of why performance is 
measured in the organisation. Based on the empirical result and the strong positive 
correlation, it can be concluded that there is common understanding that AW 
employees are aware of the objective of measuring performance within the 
organisation.  
 
Recommendation One: 
 
It is recommended that management needs to engage lower level employees more 
often in strategic matters of the organisation. This initiative will enhance the 
understanding of the organisation’s strategic direction at all levels. Strategy 
penetration should consistently be monitored to ensure lower level employees are not 
left in the dark. 
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6.3.2 Reward 
 
The empirical results of the study indicate that AW generally disagree that the 
organisation recognition and reward managements system is just and fair. According 
to empirical data, it can therefore be concluded that AW employees expect to be paid 
a performance bonus once performance reaches a certain pre-agreed level and the 
recognition and reward system to be consistent across the board. 
 
Recommendation Two: 
 
A more transparent approach is needed to ensure all employees gain confidence that 
the system is consistently applied across the board. Employees must be provided with 
an opportunity to appeal against performance ratings by the supervisor and the 
presiding officer must be an external individual to ensure impartiality.  
 
6.3.3 Accountability 
 
To test the above, empirical research was done to gather data on whether employees 
perceived the application of performance measurement as consistent throughout the 
organization. Empirical results indicate that employees’ perception of the consistent 
application of performance appraisals significantly rose as job grade fell. This showed 
a strong negative correlation between the level of the job grade of the employee and 
his or her perception of consistent application of the performance appraisals. In 
conclusion, lower level employees are of the view that performance measurement and 
management favours high level employees and disadvantages low level employees. 
 
Recommendation Three:  
 
Firstly, management needs to provide training on how performance appraisals are 
done to lower level employees in order to enhance their understanding of the system 
and process. Secondly, the performance management system must be reconfigured 
to include transparency in moderation and dispute resolution mechanisms. Lastly, the 
system needs to ensure that low level employees are not disadvantaged as a result of 
their level in the organisation.  
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6.3.4 Responsibility 
 
Upon analysing empirical evidence, it became apparent that employees of AW are 
divided in their perception of training being given to employees to perform 
responsibilities relevant to their jobs. Less than half of the employees surveyed agreed 
that they were trained after assuming their duties in the organisation while slightly 
above forty (40) percent strongly disagreed. While there is generally a division of 
opinions on developmental opportunities which are linked to poor performance, there 
is a significant amount of consensus due to a positive correlation that neither 
employees nor management have been trained on how to use the performance 
measurement and management system. It can therefore be objectively concluded that 
AW has plenty to do around the area of talent management as a strategy.    
 
Recommendation Four: 
 
Once a system has been improved, the organisation must introduce a monitoring and 
evaluation process in order to ensure the system is consistently applied and 
performance gaps are addressed adequately.  
 
6.3.5 Effectiveness 
 
To test the above variable, the research study focused on whether the organisation 
involved all employees in the development of its strategy and performance 
management system. Furthermore, it focused on whether it provided any opportunities 
for development of employees and to determine whether the system took into account 
how the targets were achieved. Empirical results showed that half of the employees 
surveyed agreed that the system is designed with inputs from all levels while the other 
half were mostly unsure or disagreed. Regarding whether the system measured the 
rights things, respondents marginally agreed but significant number of respondents 
either remained neutral or disagreed. 
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Recommendation Five: 
 
Management needs to improve the involvement of employees in the crafting of the 
strategy to ensure that strategy sessions are not only a management exercise. 
Developmental needs for improved performance must be given high priority in order 
to encourage increased participation in the performance management system. In order 
for the business to be effective, the performance measurement and management 
system must be linked to the achievement of the organisation’s strategic vision and 
mission statement.  
 
6.4 Acceptance or Rejection of the Hypotheses 
 
In chapter one (1), five (5) hypotheses were formulated. The section below will indicate 
whether the hypotheses are accepted or rejected. 
 
6.4.1 Hypothesis 1 (H1) 
 
H1: The objective of corporate performance measurement and management is 
understood by all employees at Amatola Water. 
 
Results show a positive and significant relationship that more respondents either 
agree or strongly agree that they understood the objective of measuring corporate 
performance at AW   
 
The hypothesis is therefore accepted. 
 
6.4.2 Hypothesis 2 (H2) 
 
H2: There is a positive relationship between the achievement of Individual 
performance and recognition and reward. 
 
Results show a strong positive and significant relationship that employees expect a 
performance bonus once performance is achieved  
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The hypothesis is therefore accepted. 
 
6.4.3 Hypothesis 3 (H3) 
 
H3: Performance bonus is a tool used by management to unfairly reward certain 
subordinates. 
 
An equal number of respondents either agreed or disagreed with the statement with a 
significant number remaining neutral. Results show a negative relationship. 
 
The hypothesis is therefore not rejected. 
 
6.4.4 Hypothesis 4 (H4) 
 
H4: Management perceives performance measurement and management as the 
responsibility of the Human Resources Management Department. 
 
More respondents remained neutral in their responses of whether individual 
performance management is the both the responsibility of the Human Resources 
Department and corporate performance is the responsibility of the office of the Chief 
Executive Officer. There is definitely no consensus amongst the employees about this 
hypothesis. Results show a negative relationship between management perception of 
the responsibility of corporate performance measurement and management.  
 
The hypothesis is therefore rejected. 
 
6.4.5 Hypothesis 5 (H5) 
 
H5: Amatola Water employees regard performance measurement and management 
as a waste of time. 
 
A small majority are in general agreement that performance appraisals are a valuable 
management tool with more respondents indicating that they are neutral than those 
that are in disagreement. Results reveal a negative relationship.  
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The hypothesis is therefore rejected. 
 
6.5 Limitations of the Study 
 
The purpose of delimitation of this research was to set the boundaries within which the 
research shall be conducted and to ensure the research topic is manageable from a 
research point of view. The exclusions of other topics did not imply a lack of need for 
researching such topics. No major challenges were necessarily experienced during 
this research. However, it must be noted that the following limitations were 
experienced: 
 
 Due to the requirements of a taught master’s degree, the timeframe to conduct 
the research study was limited. 
 Due to lack of funding, no fieldworkers were used to collect data and to ensure 
the data collection instrument is well understood. 
 Respondents were scattered around the Eastern Cape Province, therefore a 
face-to-face data collection exercise was also not possible due to restricted 
timeframes. 
 A larger sample was not considered due to restricted timeframes and lack of 
resources to collect data in and around the Eastern Cape Province.   
 
6.6 Recommendations for Future Research 
 
The above stated limitations provide an opportunity for further research to be 
conducted. Future research studies may explore the following opportunities: 
 
 If the company embarked on closing the gaps identified by this study, then 
further research may be conducted to determine whether the organisation has 
made significant improvements in its performance measurement and 
management system. 
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 A further study based on the empirical findings of this research may be done 
in future. A larger sample must be considered and fieldworkers are needed for 
data collection.  
 
6.7 Conclusion 
 
The purpose of the study was to investigate whether claimed performance at Amatola 
Water actually led to business effectiveness. Chapter one (1) focused mainly on the 
problem statement, research objectives, research question and hypothesis testing. 
Chapter two (2) outlined the theoretical framework of performance measurement and 
management. Chapter three (3) provided a brief synopsis of the organisation’s 
performance in the last four (4) years. Chapter four (4) was the research methodology 
and the researcher chose a quantitative study to conduct the study. Chapter five (5) 
included the descriptive statistics and empirical results. Chapter six (6) is the 
interpretation of the empirical results and recommendations.  
 
Based on empirical results, the average mean score achieved by the research study 
is One Hundred and Eleven (111) out of a possible One Hundred and Seventy Five 
(175) in line with the research instrument. Based on the instrument’s scoring key, the 
conclusion is that the system is good enough to monitor certain aspects which are 
critical in the effectiveness of the business. However, based on the overall mean score 
of One Hundred and Eleven (111), it is apparent that there are some critical areas 
which require improvement before the system may be shared with other institutions.  
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8. ANNEXURES 
 
8.1 Appendix A:  PERFORMANCE CULTURE SURVEY 
 
Job Title……………………..     Male/Female……………….. 
Age……………………………     Race…………………………. 
Workstation…………...........     Disability……………………. 
Job Grade……………………     Language…………………… 
Nationality……………………     Service………………………  
Highest Qualification…………………………………………………………………………… 
 
 Questions Strongly 
Disagree 
Disagree Neutral Agree Strongly 
Agree 
  1 2 3 4 5 
 H1: Knowledge      
1 I understand the reasons my supervisor 
measures my performance 
     
2 I understand the reasons the performance 
of the organization is measured 
     
3 I understand the implications of poor 
performance scores 
     
4 I understand how my performance impacts 
the organization 
     
5 Employees know what is expected of them 
at all times 
     
6 Employees understand how performance 
appraisals are conducted 
     
7 Employees understand how to do a 
performance contract 
     
 H2: Reward      
8 Amatola Water rewards and recognize high 
performance 
     
9 Performers who need improvement are 
given developmental opportunities 
     
10 Performance problems are dealt with 
quickly and consistently 
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 Questions Strongly 
Disagree 
Disagree Neutral Agree Strongly 
Agree 
11 Training is provided to employees on 
performance appraisal process 
     
12 Employees are consulted on how they will 
be rewarded 
     
13 Recognition and reward is consistent 
throughout the organisation 
     
14 Recognition and rewards are consistent 
with performance 
     
 H3: Accountability      
15 My supervisor is consistent when rating 
subordinates about performance 
     
16 I am aware of the targets which I need to 
achieve 
     
17 I have received training on how to perform 
my job at the expected standard 
     
18 The targets set by my manager are SMART      
19 My supervisor does not favour certain 
employees over others 
     
20 Managers are held accountable for doing 
effective appraisals 
     
21 Training on conducting effective 
evaluations is provided to Managers and 
Supervisors 
     
 H4: Responsibility      
22 Performance management is the 
responsibility of the Human Resource 
Department 
     
23 The Human Resources Department is the 
custodian of employee performance 
     
24 The office of the CEO is responsible for 
managing the performance of the 
organisation 
     
25 Managers treat the process of performance 
appraisals as on-going versus a once-a-
year exercise 
     
26 Managers are rated on how well they do 
appraisals 
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 Questions Strongly 
Disagree 
Disagree Neutral Agree Strongly 
Agree 
27 Performance standards are consistent 
across the organisations 
     
28 There is an appeal process for employees 
who disagree with their appraisals 
     
 H5: Effectiveness      
29 The performance management system is 
designed with inputs from all levels 
     
30 The performance management measures 
the right things 
     
31 The performance management measures 
both the results and how they are achieved 
     
32 The performance management system is 
legally defensible 
     
33 The performance appraisal process is 
simple and quick to do 
     
34 Management views the performance 
appraisal as a valuable management tool 
     
35 The performance management system 
supports development opportunities 
     
SCORING KEY TOTAL SCORE  
141-175    Please share your fabulous performance management process 
107-140    You have a good system and culture, just need to fine tune some areas 
72-106      Your performance management system and culture is showing signs of stress 
Below 71 Your performance management system and culture needs work. Call for Help! 
 
 
